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Balanced Scorecard
Obj+Meas MASTER

Customers & Great Cust Experi Annual Customer Satisfaction
Stakeholders eat Customer Experience Survey
Customers & . Point of Service Survey (roll-up
Stakeholders €a0 Great Customer Experience consistent questions—Tier 1-3)
Stakeholders relationships/ partnerships Y (knowiedge an
recovery dimension)
Point of Service Surv %
Customers & Enl & stakehold: 4
Stakeholders CAO relationships/ partnerships (knowlefige agd rem% TBD
dimension) 4,
Customers & S ction
Stakeholders CAO Improve ease of access sion) TBD
Customers & Point of rvicekurve'y (ease of]
Stakeholders CAO Improve ease of access f%;ess questions) TBD
# ]&g}t ;)f anywhere anytime
ices that are available (all
Customers & CAO Improve availability of an: éﬁ services and BCDR services) TBD
Stakeholders anytime services {Delta between what we
provide and what we should
provide)
Resource Optimize use of res m@iinancia], Utilization of people (roll-up of |
Stewardship €A hus kets) services) TBD
Resource Optimize ygg of réources (financial, |Did we plan well (% dollars not
Stewardship CAO humn, assets) spent) TBD
Resource '@lse of resources {financial, Bang for thg buck (rolt-up cost
Stewardship CAO haman, assets) per unit — benchmark, TBD
. S ” improvement trends)
Resource CAO “Jf ize use of (fi ial “Did we utilize all of our TBD
Stewardship human, assets) capacity” measure (BU Level)
. Provide one face to the customer Ability to provide first call
B Py
usiness Frocesses CAO (branding, single point of contact) resolution T8D
Percent brand recognition
. Provide one face to the {ack ledging CAO as a
B * = .
usiness Processes Ca0 (branding, single point of contact) whole not isolated Business TBD
Units) on survey
Provide one face to the customer Measure which services are one
Business Processes CAO % (branding, single point of contact) stop divided by those that TBD
. Y 8, singie p should be one stop
. S’ Improve information sharing (internal, | Cross-functional information
Business Processes CAQ. k external, cross-functional) sharing TED
\Y . . N Annual Customer Satisfaction
. Improve information sharing (internal, . X
Business Processes @0 external, cross-functional) Survey and Point of Service TBD
m - 4 Survey (staff is knowledgeable)
H Conti . Percent improvement in quality,|
Business Processes CAO y . time, and cost (roll up across TBD
service delivery processes i
activities)
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Obj+Meas MASTER

Continuously improve customer

Annual Customer Satisfaction

Business Processes 8 CAO 8 X . N : TBD 4 %
service delivery processes Survey (recovery dimension) %
Business Processes 8 CAO 3 Comimfously 'improve customer Point of Service Surveys for HD @/
service delivery p dard events
o o y%‘
5 Ability to respond to non-standard  § Annual Customer Satisfaction
Business Processes 9 CAO 9 g™ X
requests and events Survey {(choice dimension) /%
i K4
Business Processes 10 CAO 10 Improve use of Innovation Perct.int of suggestion . TBD
implemented
Business Processes 10 CAO 10 Improve use of Innovation S.mff Sat{sfact}on 9 S % TBD
(innovation mm%ﬁ
Peaple & Tools 1 CAO 1 Improve workﬁ.)rcel recognition & Staff Sa.u. i itvey TBD
motivation {recogniti sion)
People & Tools 11 CAO 1 Improve workft.)rce. recognition & [PACE a_vior cm'npe.tencies TBD
motivation %&;cme motivation
People & Tools 12 CAO 12 Improve alignment of orga{nizanon (% W Salxi§facti.cn Su:rvey TBD
core processes (services) recognition dimension)
People & Tools 12 CAO 12 Improve alignment of orgay ACE béhaylora] co@pgtmcxes TBD
core processes (services, that indicate motivation
Staff Satisfaction Survey
People & Tools 13 CAO 13 Improve workf¥rc iness (training/career development TBD
4 dimensions)
People & Tools 13 CAO 13 Improv&v:@ﬁorce readiness competencies PACE roli-up TBD
s Staff Satisfaction Survey
People & Tools 14 CAO @aﬂeﬂ authority to act question (red tape, number of TBD
4 management levels)
R Reduce number of approvals
within major Customer facing
activities (from SIP 9 process
People & Tools 14 CAO Broaden authority to act flows and employee TBD
suggestions) — Increase percent
of approvals at lower levels of
authority
5 Point of Service Survey
People & Tools 14 CAO Broaden authority to act . 8 TBD
regarding authority to act
People & Taols 15 CAO Improve technology & equipment Staff’ Satisfac.tion Survgy TBD
Tesources {personal experience section)
hnology & Strategic Technology Plan
People & Tools 15 CAO v resources progress measure (CAQ TBD
& enablers) (composite index)
Measure regarding knowing
People & Tools 16 CA(S\AV Improved knowledge olfcu.rrem & Customer requirements better TBD
future customer requirements -
(index)
People & Tools 16 [‘”%@O 16 Improved knowledge ofcurrem & Percent of SLAs signed TBD
future customer requirements
Staff Satisfaction Survey
People & Tools 16 % CAO 16 Improved knowledge of current & (Customer orientation TBD

future customer requirements

dimension)
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. P #
1 People & Tools 16 CAO 16 Improved knowledge of current & | Annuat Cusmpler Ssmsfgctwn TBD .
future custormer requirements Survey (choice dimension) % .
Improved knowledge of current & Create regular customer ¢ é:?‘
1 People & Tools 16 CAO 16 D 8¢ o} interaction method (long-term TBD
future customer requirements R 2
regular use of the mechanism) »
Improved employee knowledge é 3%
1 People & Tools 16 CAQ 16 Tmproved knowledge D.f current & about customer (training gndes D
future customer requirements . . ¥
orientation percentagg
. Future Customer Surved; e'%é)
| regarding how
1 People & Tools 16 CAO 16 Improved knowledge ofcurren\ & anticipate thef TBD
future customer requirements
they see
consugtants

>
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Build Continuity Assurance Program
Customers & {CAP) capability within individual
Stakeholders 4 1041 | caolo I041 1 cAO Business Unit (as defined by the 8D TED
BC/DR Policy)
Customers & Improve communication regarding § (%4
Stakeholders 4 1042 CAQIO 1042 emergency preparedness TBD Matt Gyilf
Survey measure - Awareness of] Ld
Business Processes 6 106.1 CAOIO 106.1 Develop and model CAQ brand the bra'nd (weighted index of oyle
employee and customer brand
awareness)
Communications survégtods), 7
Increase employee awareness of CAO |  employees (potentially /
Business Processes 7 107.1 CAOIO 107.1 and House-wide initiatives and question about le@ige | Matt Guilfoyle
activities about HO‘W if
app!
Lo Not.
Business Processes 8 108.1 CAOIO 108.1 Tmprove use of the F:AO measurement Dellv%aéshboard system by Al Campos
and analysis process Pecified date comp’leted
*
vfge,eting performance targets
Business Processes 8 108.2 CAOIO 108.2 Tmprove content and © & ding to g TBD
content on Housens
(ﬁ standards
. Improve capability of CAO 1G#0 % 10 assigned to HRO Will Plaster /
Businiess Processes 9 109.1 CAOQIO 109.1 support HRO redfiffess activities Al Campos
. Improve capabilily cB&&0 10 to % policies and procedures Will Plaster /
Business Processes 9 109.1 CAQIO 109.1 support H’Kgé eadiness doveloped Al Campos
Business Processes 9 109.1 CAOIO 109.1 Improve g of (;AO 0t % trained Will Plaster /
Suppo; O readiness Al Campos
y Future Measure: Readiness
Index -People
N éf”w'ove capability of CAO IO to -Resources ‘Will Plaster /
Business Processes 9 109.1 CAOIO 109.1 && support HRO readiness “Training Al Campos
-Equipment
# -Ability
Z . N . 10 employee motivation Bill Cable/
People & Tools 11 I011.1 CAOQIO r%L 1 Increase 10 promotion of CAO wins measures Tim Blodgett
People & Tools 11 10111 CAOQIO T011.1 Increase 10 promotion of CAQ wins Staff saAatllsfacuon survey - gl” Cable/
Recognition measure index | Tim Blodgett
People & Tools 1 10111 CAOIO I011.1 | Increase IO promation of CAQ wins | \wnber of tines successis | Bill Cable/
celebrated TimBlodget §  J...
3 ’ - . . . . Not
People & Tools 12 1012.1 CAOIO % 1012.1 Facilitate validation ot" CAO core Validation of.corc process list { Will Plaster / I |
@ processes (services) by 1/31 Al Campos completed
% R :
Standup CAO program management ‘N(:)t
People & Tools 13 10131 office and deploy project management | Completion date of PMO Office}] Jay Eagen ’ .
standards lcompleted
Define and improve change behavior [% of IO that excel in the change]
le & T H .
People & Tools 13 1013.2 and ical competencies competency Jay Eagen
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People & Tools 14 10141 | CAOIO 10141 | Align IO structure to 10 objectives | DSVEIoP sirustre of 0bYX | Biti Cable
People & Tools 14 1014.1 CAOIO 1014.1 Align IO structure to 10 objectives Concurrence education Bilt Cablyg/
Peaple & Tools 14 10141 | caoio 10141 | Align 0 structure to 10 objectives | "ereese enumberof gy gy,
delegations ;
Strategy execution drives articulation ] Draft Rewrite of Business Case
of knowledge assessment analysis Jan 21 %
system for customer requirements. | Final version of Business Ciige [
People & Tools 16 1016.1 CAQIO 1016.1 StratX will redefine the scope of this Jan 30 % il Flewallen
requirement developing phased Assignment to Owner F I
approach to implementation interim measu
Ensure the customer has a great “first i
Customers & impression” of HIR/CAQ and A .
Stakeholders 1 HIRI .1 HIR HIR1.1 consistently great experiences Customer Satisfaction Survey TBD
thereafter
Ensure the customer has a great “firs é %
Customers & impression” of HIR/CAQ and %E!’P ? ) '
Stakeholders 1 HIR1.1 HIR HIR1.1 consistently great experien % oint of Service Surveys TBD
thereafter 3
Improve access to HIR servidps. Not
i £i i NQ
Customers & 3 HIR3.1 HIR HIR3.1 }hrqugh improvement.of interrial Complete plan to improve Rob Von Gogh } " :
Stakeholders P d access to HIR by X date |completed]
edugation ) i
Tmpr o&iﬁ&capabiliw 1o Number of delivery channels
Customers & 3 HIR3.2 HIR offer/support Hitdtiple service delivery that 1nfmsltructure s f\xll,\" Shelly
Stakeholders . supported (i.e. phone, email, Tzournes
hannels for all CAO services N
web, e-services)
tinuity Assurance Program
Customers & ) capability within individual
Stakeholders 4 HIR4.1 HIR O Business Unit (as defined by the TBD TBD
BC/DR Policy)
Customers & Maintain/Improve availability of HIR Availability of always-up Shelly
4 : ,
Stakeholders always-up services services Tzournes
Complete implementation of planned .
Customers & 4 capabilities and expand HIR BCDR Number of sites fully Rob Noll
Stakeholders . . " operational
capabilities to include new services
Complete implementation of planned .
Customens & 4 capabilities and expand HIR BCDR | TVuwaber of new services Rob Noll
takeholders o . ! implemented
capabilities to include new services
Resome. 5 Reduce time to fill vacancies HIR time to fill vacancies Melissa Space
Stewardship
. o Complete pian to implement Not
S‘Reso\:ccl 5 Improve resou.rc;el Is];hc-:dulmg within HIR scheduling system by X TBD ! '
ewardship dafe |completed
Roll-up of technology
Resourc sustainment costs (establish a Shell
© 5 Drive sustainment costs down baseline by FY05 Q2, identify Y
Stewardship L Tzoumes
opportunities to reduce costs by
FY05 Q3)
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HIR6.1

Office

Improve customer understanding of
what HIR does through a
communication campaign

POS survey

Shelly

Tzournes %}

Improve customer understanding of

N
Business Processes 6 HIR6.1 HIR HIR6.1 what HIR does through a Usage of HouseNet Ray Wol /bd
communication campaign #
1 T # .
p of . v'%
Business Processes| 6 HIR6.1 HIR HIR6 1 what HIR does through a Number of proactive office }@yﬂ&s
communication campaign
Percent of HIR staff that
Business Processes 7 HIR7.1 HIR HIR7.1 Improve HIR st?ff access to © ustomer access to customer inforigat ary Watts
and technical information X
that have it
Percent of HIR staﬂﬁgeé?’eed
Business Processes 7 HIR7.1 HIR HIR7.1 Improve HIR st'aﬂ" access to lcustomer access to techifligal infofmation | Fred Toney
and technical information that
Improve internal Percent appr}p}iate HIR staff] Michael
Business Processes 7 HIR7.2 HIR HIR7.2 {awareness/understanding of availability{ that, timely notifications Modica
of the various HIR services & @m’w interruptions
Improve internal awares '%e Wy
Business Processes 7 HIR7.3 HIR HIR7.3 understanding of HIR prof TBD TBD
CAO projects that require HIR Sépport
4 Time from receipt of service Develop in
Business Processes 8 HIRS.1 HIR HIRS.1 Improve service igq TOCESS request to when request gets to Tierg
. appropriate person
Business Processes 8 HIR8.1 HIR HIRS.1 Improve sefdfce request process Time ﬁo.m receipt ‘.’f request to Dev.elop n
o completion of service requests Tier3
. / w . Number of service request Develop in
Business Processes 8 HIRS.1 HIR HIRS.1 % © service request process processes strearlined Tier 3
&gaﬂfy/enhmce and communicate
Business Processes 8 HIRS8.2 HIR expectations for HIR services through | % of services that have SLA’s | Elaine Comer
Service Level Agreements (SLA’s)
Business Processes 8 HIR3 3 HIR R8.3 Improve quality of service provided Quality of service requests - TBD
amount of rework
. i . . Quality of service requests -
Business Processes 8 HIRS 3 HIR HIRS3.3 Improve quality of service provided Point of Service Surveys TBD
. Develop plan to assess non- Not
Business Processes 9 HIRS.1 HIR HIRS.1 Tmprove business processes fo handle standard requests by X date TBRD )
non-standard requests . o
3 (interim measure)
i Y
B Customer satisfaction score for
P v Improve business processes to handte | DOW-Standard requests (add
Business Processes 9 HIRS.1 HIR HIR9.1 prov no:s:tlan df::w uests question to annual customer TBD
¥ 4 satisfaction survey and POS
survey)
Number of project plans that
Incorporate readiness (technical require funds and receive Shelly
People & Tools 13 HIR13. HIR HIR13.1 training & equipment) into project | funding divided by number of | Tzournes,
planning project plans that require Melissa Space

funding
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Percent of SME directory that #
have identified, trained backup | Melissa Space, %
People & Tool. HIR HIR Ent 1 /bac
cople & Tools 13 132 HIR 132 d CAO staff (dependency on People Team %
People Team)
Increase empowerment of staff within Number of authorities that have
People & Tools 14 HIR14.1 HIR HIR14.1 P HIR been delegated to the lowest | Steen Hi
sensible level %@,
People & Tools 15 HIRI5.1 HIR HIR15.1 Sl'forten time frame to dellve.r Nmber of HIR projects es,
new/improved technology services delivered on schedul%ﬁ
; ssa Space
Better proactively address issues that P?:f‘::siﬁ‘f/s? teg
People & Tools 15 HIR15.2 HIR HIR15.2 | affect IT infrastructure service to the P e Sarah Parker
B projects that are or
House Community !
services tinue
p Haboration with Nugpber ofwenues of
People & Tools 16 HIR16.1 HIR HIR16.1 ™ o collab, %tion that HIR initiates Dan Doody
People & Tools 16 HIR16.1 HIR HIRI6.1 Improve collaLborlauon with customers Pg) fember Ofﬁce; roles Dan Doody
g g HIR interfaces with
Enhance HR cummumcahon throu, .
Customers & 1 HRI1.1 HR HRI1.1 all media (i.e. HouseNet, w%u.mbe.r ofhits fo employee Bernard Beidel
Stakeholders services on HouseNet
materials, etc.)
Customers & Enhance HR communication thr
Stakeholders 1 HRI1.1 HR HR1.} all media (i.e. Hous: Number of phone calls to HR |Bermard Beidel
materi;
Enhance HR og ication through ) .
Customers & 1 HR11 HR HRLI | all mediagiBMbuseNer, writen | TomtofServiceSumey= p, g peigel
Stakeholders ; . communications question
mdtéials, etc.)
Bulmnnmty Assurance Program
Customers & pability within individual
Stakcholders 4 HR4.1 HR HR4.1 %wusims Unit (as defined by the TBD 8D
BC/DR Policy)
Business Processes 8 HRS8.1 HR 1 Improve pay delivery Number of fate Personnel Bill Tiemey
| - M Action Forms (PAFs)
; 4 Number of overtime hours per
Business Processes 8 HR8.1 HR Improve pay delivery payrofl run divided by volume | Bill Tierney
of work
Business Processes 3 HR8.2 HR Improve customer access to HR web- | Number of services converted Bill Tiemey
enabled services to web-enabled
Improve customer access to HR web- Number of forms on HouseNet
Business Processes 8 HR8.2 HR prove © that have been converted to Bill Tiemey
enabled services X X
interactive PDFs
Business Processes g HRS8.3 HR Reduce amount of rework Nutber of ma:;al checks / pay Bill Tiemey
Business Processes 8 HR8.3 H% Reduce amount of rework Number of retumed hiring Bill Tiemney
packages
2 -
Bsiness Processes 8 HRS3 HRS3 Reduce amount of rework N‘”“be'"";':nsgmws for 1 Bl Tiemey
% Clarify and communicate expectations Hoﬁ;ﬁt‘:ﬁ:gﬁiﬁm"
Business Processes 9 HRS9. HR HR9.1 for HR services through Service Level = Jessica Merck
b 4 s on standard and non-standard
Agreements (SLA’s) requests
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Promote and increase HR employee’s

Number of HR employees that

Kathy

Business Processes 10 HRIi0.1 HR HR10.1 participation m.the CAO employee submit suggestions Wyszynski
suggestion program
Promote and increase HR employee’s Number of suggestions that are Kath @J
Business Processes 10 HR10.1 HR HR10.1 participation in the CAO employee 88 Y
. approved Wysgyns|
suggestion program i
Improve employee satisfaction with Staff Satisfaction Survey 2
People & Tools 1 HR11.1 HR HR11.1 P pioy 1t (rewards and recognition "%&;ye‘e
rewards and recognition N R
dimension)
Improve CAQ managers” A 7 ;; .
understanding and use of CAQ Staff Satisfaction Su%
People & Tools 11 HR112 HR HR11.2 |recognition processes; and their role in (rewards and recoglgio "] Darnell Lee
recognizing and motivating the dimensior
workforce
Improve CAO managers’
understanding and use of CAQ S e
People & Tools 11 HR11.2 HR HR11.2 |recognition processes; and their role in Um%; ganhe Spot Darnell Lee
recognizing and motivating the 3 &
workforce
Improve CAO managers’ %‘1}&'
understanding and use o Number of people nominated
People & Tools 11 HRi1.2 HR HR11.2 |recognition processes; and thefggble in peop Darnell Lee
L . for excellence rewards
recognizing and motivating
workforce g,
Improve CA nitsmgers’
understandip; use of CAO
People & Tools 11 HRI12 HR recognition s; and their role in |Point of Service Survey for stafff Darnell Lee
recognizil d motivating the
workforce
8 ignment of HR structure to | Customer Satisfaction Survey
People & Tools 12 HR12.1 HR support the CAO’s strategic, {staff knowledge, red tape David Miller
operational and people goals questions)
Enhance alignment of HR structure to . . §
People & Tools 12 HR12.1 HR better support the CAQ’s strategic, Point of Service Su.nfey (staff David Miller
! knowledge questions)
operational and people goals
Improve CAO and HR ‘s ability to Workforce planning model Michael Not
People & Tools 13 HR13.1 anticipate workforce needs through a
N completed by 11/05 Krumpak
workforce planning methodology
Improve CAQ and HR ‘s ability to Meet schedule to release Michael
People & Tools 13 HR13.1 anticipate workforce needs through a | updated competency scores
N Krumpak
workforce planning methodology (10/1)
Improve CAO and HR ‘s ability to  |Meet completion date for PACE] Michael
People & Tools 13 HR13.1 anticipate workforce needs through a | competency education program
. Krumpak
/% workforce planning methodology for managers
3 Build and improve HR systems to Michael
People & Tools 13 HR%V HR HR13.2 support CAO workforee plan TBD Krumpak
. ‘Number of authorities that have .
People & Tools 14 HR14.1 HR HR14.1 Ensure autonomy s delega‘led o the been delegated to the lowest Da.vxd Mller,
most appropriate level in HR Bill Tiemney

sensible level
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| Ensure autonomy is delegated to the Point of Service Survey David Miller, %
le & Tool
People & Tools 14 HRI41 HR most appropriate fevel in HR (authority to act) Bill Tierney A,
Ensure is del dtothe | C Satisfaction Survey | David Miller, %
le & Tools ’
2 People & Too 14 HR14.1 FR HRI4.1 most appropriate level in HR {red tape question) Bill Tierney
) Peoplc & Tools 16 HR16.1 HR HRI6.1 Anticipate customer peeds relativeto | Revisit — Customer and POS Caroling
HR services Survey
Ensure the customer has a great “first # w@y
Customers & impression” of the HSS/CAO Annual Customer Satisfaction .
2 Stakeholders ! HSSL1 HSS HSSL1 organization and consistently great | Survey (Overall Satisfaction) % § ol
experiences thereafter EY
Ensure the customer has a great “first % g
Customers & impression” of the HSS/CAO Customer POS Survey40 . .
2 Stakeholders 1 HSSL1 HSS HSS81.1 organization and consistently great Saﬁsfacﬁw Bill Foulois
experiences thereafter ¥
Ensure the customer has a great “first
Customers & impression” of the HSS/CAO Transitigp POS burvey (Overall{ . R
2 Stakeholders ! HSS1.1 HSS HSS1.1 organization and consistently great %ﬁsfaﬁion) Bill Foulois
experiences thereafter 3
Customers & Improve custemer understanding of | tistomer POS Survey (ease of
2 Stakeholders 3 HSS3.1 HSS HSS3.1 how to access our services access guestions) Kathy Perdue
Customers & Improve HSS staff ability. st § Customer POS Survey (staff ,
2 Stakeholders 3 HSS83.2 HSS HSS3.2 customers Knowledge qusstions) Kathy Perdue
Q . Employee Satisfaction survey
2 (S::\sl:omers & 3 HSS3.2 HSS HSS3.2 Improve HSS Stf‘}tga to assist (Training/Development Kathy Perdue
cholders custprgrs A R
A§ Dimension)
Customers & Improve HSSStaff ability to assist . !
2 Smk:hm; ders 3 HSS3.2 HSS P  customers ty Staff Competencies (PACE) | Kathy Perdue Y
Wﬁmﬁty Assurance Program
Customers & ) capability within individual
2 Stakeholders 4 HSS4.1 HSS @ Business Unit (as defined by the TBD
BC/DR Policy)
Customers & Improve staff ability to respond to | Percent of SLA accomplished . .
2 Stakeholders 4 HSS42 HSS service requests during business hours (SLA summary) Bill Foulois
Customers & Improve staff ability to respond to Customer Satisfaction (POS . .
2 Stakeholders 4 H$s42 HS§ service requests during business hours Swrvey) Bill Foulois
Customers & Improve customer’s ability to request ] Percent of agreed upon services| . .
2 Stakeholders 4 HSS43 HSS services during non business hours implemented Bill Foulois
Customers & % Improve customer’s ability to request | Customer Satisfaction (POS . .
2 Stakeholders 4 HSS4.3 HSS iy services during non business hours Survey) Bill Foulois
Customers & N R Improve customer’s ability to use self-| Percent of agreed upon self- . .
2 Stakeholders 4 HSS4.4 H%@i service services that are implemented Bill Foulols
Resource p . L. Helene
2 Stewardship 5 HSS5.1 AMIESS Improve staff allocation SLA Performance Productivity Flanagan
Resource . . Actual equipment distribution Helene
2 Stewardship 5 HSSW% S Improve equipment allocation vs planned distribution Flanagan
Resource T . —— - o Helene
2 Stewandship 5 HS% HSS prove equip utilization Flanagen
Resource . Budget Formulation vs Helene
2 Stewardship S HSS5.3 HSs Improve funds allocation “Authorization Flanagan
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Resource . Budget Authorization vs Helene
Stewardship 5 HSS5.3 Improve funds allocation Execution Flanagan ’
Cycle time for service %?’
Business Processes 8 HSS8.1 HSS HSS8.1 Improve oyele time for order outpu/order fulﬁllments (for Bill Foulois {5@
fulfiliments each HSS service output —
approximately 15 services) *
TBD: Quality of service £
. . output/order fulfillments (for %{ .
Business Processes 8 HSS8.2 HSS HSS8.2 | Improve quality for order fulfillments cach HSS service output ~ BTW%’ ois
approximately 15 servigés) o
Improve workforce knowledge, Percent of employess %
People & Tools 13 HSS13.1 HSS HSS13.1 resources, and motivation to meet Doy’ Kathy Perdue
s trained (actual agamst
anticipated customer needs
Improve workforce knowledge,
People & Tools 13 HSS13.1 HSS HSS13.1 resources, and motivation to meet Kathy Perdue
anticipated customer needs
Improve workforce knowledge, %ﬁ'
People & Tools 13 HSS13.1 HSS HSS13.1 resources, and motivation to meet taff Satisfaction Kathy Perdue
anticipated customer needs
Randy
Customers & Improve range of OFP service; Wba of services that are web)
Stakeholders 3 OFP3.1 OFP OFP3.1 web-enabled - enabled Eckhardt/ Stan
Sechler
Custormers & Increase range of OFP services OFP portion of Annual Ronnie
Stakeholders 3 OFP3.2 OFP OFP3.2 | people that are easier f tomers to Customer Satisfaction Survey | Vinson/ Donal
acc s {access dimension) Parks
Customers & Increase range O OtP services and § OFP portion of Point of Service Ronnie
Stak 3 OFP3.2 OFP OFP3.2 | people that gré r for customers to Survey (ease of access Vinson/ Donal
eholders g&v :
cess questions) Parks
Bui!@tinuity Assurance Program
Customers & pability within individual
Stakeholders 4 OFP4.1 OFP &usiness Unit (as defined by the TBD TBD
BC/DR Policy)
. . | Number of services that can be Randy
Customers & 4 OFP4.2 OFP Improvg ability of OFP stadf to Provxde provided from an altemate | Eckhardt/ Stan
Stakeholders services from alternate locations .
location Sechler
Customers & Improve responsiveness to customer Average response time o Ronnie
Stakeholders 4 OFP43 OFP requesls'(Inclufhng off‘-hoq requests | o tard customer requests Vinson/ Donal
via email or voicemail) Parks
Improve responsiveness to customer _— Ronnie
Customers & N Average resolution time to ’
Stakeholders 4 QOFP4.3 OFP requests_(lnclufimg off-hcurl requests standard customer requests Vinson/ Donal
via email or voicemail) Parks
Resource 5 OFP5.1 OFP mf:abier:;z::cze;o:f;?i:;m:n d House budget variance (percent} LaTaunya
Stewardship . . 28 N aty plan to actual for the House) Howard
cost effectively as possible
Resource e g Enable the house to acquire and CAO budget variance (percent | LaTaunya
Stewardship 5 OFP5.1 OF %( manage resources as efﬁue@tly and plan to actual for the CAQ) Howard
cost effectively as possible
Resource 5 OFP &,02.}) USiOFP resources efﬁc‘;e‘? uy § n | [ Utilization of people (roil-up of | Jim Murphy /
Stewardship s kd X anf services) Traci Beaubian
services
Use OFP resources efficiently in Bang for the buck ( roll-up cost| ..
Resource L - L . Jim Murphy /
Stowardship 5 OFP5.2 OFP OFP5.2 p g p T and per unit - benchmark, Traci Beaubian
. services improvement trends)
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Resource s OFPS 2 oFp o0FPS2 Use OFP resources em‘;eﬁ‘“y in | “Digwe utilize all of our | Jim Murphy /
Stewardship ; § ¥ b nent an capacity” Traci Beaubi
services
Resource Use OFP resources efficiently in Jim Murphy /,
Stewardship H QFPs.2 OFP OFP52 | providing procurement and financial Percent of rework Traci Bﬁﬂuh/é
services
Improve quality, timeliness, tracking, . . .
Busitiess Processes 6 OFP6.1 OFP OFP6.1 and follow-up of responses to service Ability o provx_de first call | Jim Kyrp h: /
resolution Tice
requests
Improve quality, timeliness, tracking, |Measure which services Murphy /
Business Processes 6 OFP6.1 OFP OFP6.1 and follow-up of responses to service stop divided by thos pay
Deborah Price
requests should be one st y
Coordinate with customers and D
keholders in sharing
Business Processes 7 OFP7.1 OFP OFP7.1 timely, seamless, comprehensive Number of qu : cusfuser Voula
. N L group tfeetings Tsoutsouras
information that supports decision-
making ,{
Coordinate with customers and
keholders in sharing " . . L
Business Processes 7 QFP7.1 OFP OFP7.1 timely, seamless, comprehensive&: l:sz/mst::alrg :m::ep;?:nsm Tso‘l’:suol\z:ras
information that supports d; - user group &
making )
Coordinate with customers anfl
keholders in sharifig . . .
Business Processes 7 OFP7.1 OFp OFP7.1 timely, seamless,{%o ensive Cross funcuong] information Voula
. o P sharing Tsoutsouras
5 pgorts
E 'ng
Coordinate %’th customers and
legirolders in sharing Annual Customer Satisfaction Voula
Business Processes 7 QFP7.1 OFP QFP7.1 i eamless, comprehensive Survey and Point of Service Tsoutsouras
%aﬁm that supports decision- | Survey (staff is knowledgeable)
A ‘%@g’ making
ﬁ% [ Conti o Percent improvement in quality, Ronnie
Business Processes 8 OFP8.1 OFP o) . L time, and cost (roll up across { Vinson/ Donal
service delivery processes DA
# . activities) Parks
. . . . Ronnie
. C 1
Business Processes 8 OFP8.1 OFP FPS.1 rously imp Annual Customer Satisfaction { .o oy
service delivery processes Survey (recovery dimension) Parks
. Ronnie
c "
Business Processes 8 OFP8 1 OFP OFP$.1 sously imp Number of customer feedback | ;o) pogal
service delivery processes items acted upon Parks
N % Better utilize employee suggestions to | Percent of suggestions that are Voula
B Py A % N L R . .
usiness Processes 10 OFP10.1 OFP P OFPI0.1 improve innovation in OFP implemented in OFP Tsoutsouras
Yy’
. Better utilize employee suggestions to | Percent of suggestions by OFP Voula
Business Processes 10 OFP10.1 Oﬁ%ﬂ EN OFPI10.1 improve innovation in OFP staff that are implemented Tsoutsouras
i ; " -
People & Tools 12 OFPI12.1 P OFP12.1 Achxeve seamless integration of Percent })f OFP Processes Ja}" Raf: /
Finance and Procurement Offices integrated Ronnie Vinson
{Support the design and implementation
People & Tools 12 OF OFP OFP12.2 | of the Center of Excellence as called TBD TBD

upon
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Use FSR implementation to reduce
clearance steps and to gain more

Clearance steps reduced

Randy
Peaple & Tools 14 OFP14.1 OFP OFP14.1 similar levels of authority to act across through FSR Eckhard Stan % %
- . Sechler
organizational units Fa. W
Reduce clearance steps in processes |Clearance steps reduced outsid N (%
People & Tools 14 QFP14.2 OFP OFP14.2 over which OFP has influence of FSR Jim i
Become more proactive in determining] Measure regarding knowing Teof 1;1’2;
People & Tools 16 OFP16.1 OFP OFPI6.1 current and future qui better ok Vinson
requirements (index) ~ fal Parks
Become more proactive in determining @ Tsotllt‘s)::as /
People & Tools 16 QOFP16.1 QFp OFP16.1 current and future fustomer Percent of SLA;@@ Ronnié Vinson
requirements / Donal Parks
o . . f Voula
Become more proactive in determining Staff Satisfagtion Survey Tsoutsouras /
People & Tools 16 OFP16.1 OFP OFP16.1 current and future (cyft Srientati s
. is %meﬂsion) Ronnie Vinson
requiremen =y / Donal Parks
P . B Voula
Become more proactive in determini %ﬂuaj Customer Satisfaction ] Tsoutsouras /
People & Tools 16 OFPl6.1 OFP OFP16.1 current and future custos L y e
N s Survey (choice dimension) ] Ronnie Vinson
requirements . | / Donal Parks
. 4 Voula
Become more proactive, ernining Create regular customer Tsoutsouras /
People & Tools 16 OFP16.1 OFP OFP16.1 current and ful mer interaction method (long-term Roanie Vinson
rqux erhien regular use of the mechanism) / Donal Parks
i N . Voula
Become mo active in determining | Improved employee knowledge Tsoutsouras /
People & Tools 16 OFP16.1 OFP OFP16.1 cygrent and future about {training and Ronnie Vinson
{ % 3 requirements orientation percentage} J Donal Parks
%} Future customer survey item(s) Voula
me more proactive in determining regarding how well we Tsoutsouras /
People & Tools 16 OFPi6.1 OFP current and future customer anticipate their needs; whether Ronnie Vinson
requirements they see us as
/ Donal Parks

partners/consultants
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-~ Not
completed|

Not
completed

Not
completed

Customers & CAOIO: All Service P d and 100% und (as »
Stakeholders 4 1041 €A0I0 Teams T042-T3.8 |7 it life safety practices (ALL) | measured by drillstests) (Tim) |~ " °0 .
Jerstanding and -
Customers & CAOIO: All Service P and aware 100% understanding (as
Stakeholders 4 104.1 CAOIO Teams 1042-T32| -of COOP role(sA‘: Ssponsxbllmes measured by drills/tests)
: . Complete the Ore Face to the
Business Processes 6 106.1 CAQIO [ CACIG Al Servie 106.1-T3.1 ] Customer SIP/initiative (short term) |  Meet project plan (Matt)
coMs
WA
Business Processes 6 106.1 CAOIQ | CAOIg MlServics E ] 16173 | InereRse "(‘i‘;“;;“f;‘;f(gﬁ‘)o services Allsurvey spes K&
Busincss Processes| 7 1071 | caoo | CAOGAISE [ jo7 1.ps.y [ IProveEAO COME s S%wm
Business Processes] 7 1071 | caclo | CAOIO:AllSenice | {5 .13 | ImerovelO awareness of CAO and Surveysifeedback TBD
Teams House-wide initiatives and activities py i
Develop Managerial reporting format x’
N CAOIO: All Service for CAO for all levels of : Deployment by X
Business Processes 8 1081 | caomo %Al 08131 | g O s oo’ "@ el T8D
el s x
. CAOIO: All Service Improve understanding and o 100% understanding (as
Businiess Processes 9 109.1 CAOIO %A 109,113, 1 | e peotes (ABby. | mensurod by drlsfestr (himy |~ TEP
: . Improve understangi .
Business Processes 9 109.1 CAQIp | CACIS AllService 109.1-132|  of COOP roles &'ye ;:’:Z‘m“‘e‘ddgszﬁxs(g TBD
Business Processes 9 109.1 CAOIO | CACID: AllService 109.1-T3.3 Readiness- Are people trained?| ~ TBD
People & Tools 1 I011.1 CAOI0 | CACIG AliSenice B l1011.1-T3.1 o a’lmf;z::l;’;:e&?;) Milestone: Launch by X date TBD
oY
People & Tools 1 10111 | CAOIO | CACICANService Imw F°““"“:‘f: 22‘;3'“;“)’:“1‘::‘2’;'4;“;‘”“ of Survey TBD
People & Tools 1 10111 | caolp | CACIO: AuService &L 1'r33] Imerove ‘s':l';“&‘::e"s“(’z‘l’;‘°" of 10 Survey TBD
People & Tools 13 10131 | caolo 1013.1-T3.1]  Implement PMO (Leadership) M"es""‘e:b‘;“;’("d::‘ep‘e’“““ed TBD
CAdD: Al S Define "change agent" behavior % of 10 that excel in the
People & Tools 13 10132 CAOIO &&m ervice 10132-T3.1 © (Lef;e:fhi ) av behavioral and technicel change] ~ TBD
¢ @ P competencies
i . y n
) 5 Identify linked "change agent" % of 10 that excel in the
People & Tools 13 o032 | c WAO‘%:‘;S Service | 11013.2-T3.2 behavioral and technical ies [behavioral and technical change]  TBD
(Leadership) competencies
. % of 10 that excel in the
People & Tools 13 1013, @m CAOID: Al Service B1013.2.73 3 Assess and coach development whet® ot pvioral and techmical change|  TBD
Baps exis competencies
4 I
People & Tools 14 101 4?3’ CAOIO CAOIO: All Service 1014.1-T3.1 Improve 10 alignment to CAO strategy| TBD TBD

Teams

and value added (Leadership)
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completed

Not

compieted

CAOIO: All Service Push decision authority to closest Number of concurrences
Il is e . X
People & Too! 14 1014.1 CAOIO Teams 1014.1-T3.2 solution provider (Leadetship/admin) required TBD
Customers & 1 HIRL1 HIR HIR1: Admin and HIR1.1- { Provide customer service training for |% HIR staff trained in TBD
Stakeholders ’ Operations ADM.1 all HIR staff service. (Refresh periodically) ®
Number of HIR PACE Plans %;y
. . _ having SLA components
Customers & 1 HIR1.1 HIR HIRL: Ad{mnand HIRLI Improve HIR Staff awareness of SLA]  divided by number of HIR
Stakeholders Operations ADM.2 s
PACE Plans requiring %
components
Number of internal §§
Codify and consolidate HIR internal i il ible]
Customers & HIR1: Admin and HIR3.1- . . L
Stakeholders 3 HIR3.1 HIR Operations ADM.1 business processes _and make easily the overall TBD
accessible ocesses
ted
. Codify and consolidate HIR intemal %
Customers & HIRE: Admin and HIR3.1- . .
Stakeholders 3 HIR3.1 HIR Operations ADM.1 business processes @d make easily o results of survey TBD
accessible
Customers & HIR1: Admin and HIR3 1- . ) % . N
Stakeholders 3 HIR3.1 HIR Operations ADM 2 Develop a policy on pd Completion of policy milestone TBD
Customers & HIR1: Admin and HIR3.1- § § . % policies in compliance with
Stakeholders 3 HIR3.1 HIR Operations ADM.2 Developa pok{y licy policy on policy TBD
Customers & HIR!: Adminand HR31. |Alle semwr Z‘ustomers‘ needs Completion of recommended
Stakebolders 3 HIR3.1 HIR Operations ADM3 | oimpro lges‘)’mss (Same as alignment milestone TBD
o :
an internal HIR recruitment . .
Resource HIRY: Admin and . Establish HIR recruitment and
Stewardship 5 HIRS5.1 HR Operations Ting process to create amote hiring process by X date TBD
efficient process
. A Develop an internal HIR recruitment Reduce HIR intemal
s:::s::;sm‘:p 5 HIRS.1 HIR HIRI: Adminand and hiring process to create amore | recruitment and hiring process TBD
efficient process cycle time
. ) HIR Develop and implement HIR HIR Communications Plan in
Business Processes 6 HIR6.1 Communications Plan place by X date TBD
N Survey question— Improved
Business Processes 6 HIR6.1 HIR Develop and.lm‘.ﬂmem HIR customer understanding of what| TBD
Communications Plan
. HIR does
N %}l Adminand Expand customer outreach beyond Number of offices visited by
Business Processes 6 HIR6.1 b, Oi‘mﬁo:s"‘ ADM2 | TSReg HRM Tel HIR M /Select Staff TBD
) staff) divided by number of offices
. QR HIR): Admin and HIR8.1- Set priorities and referee possible Completion of BP/BPR
Business Processes 8 Hnim Operations ADM.1 | conflicts between BPI/BPR Initiatives initiatives TBD
> Number of initiatives improved
. lumber of initiatives OV
N HIR1: Admin and HIRS.1- Set priorities and referee possible - A
Businss Processes 8 HIRS.1 HIR Operations ADM.1 | conflicts between BPYBPR Initiatives | vided by number of inifiatives|  TBD
identified for improvement

Not

completed
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Not

completed

Establish and - s
. HIR!: Admin and HIR9.1- | standard procedures for dealing with ] Establish framework standard
Business Processes o HIRS.1 Operations ADM.1 non-standard events to HIR procedure by X date TBD
Directorates
blish and icate 1 k . . (%
. X . HIR Directorates incorporate #®
. HIR1: Admin and HIRS.1- | standard procedures for dealing with @
Business Processes 9 HIR9.1 Operations ADM.1 non-standard events to HIR framework for non-standard %
. requests
Directorates oy
HIRL: Admin and HIR14.1- Establish empowerment framework for Empowerment plan in ol w
People & Tools 14 HIR14.1 - Al : HIR Directorates and oversee po planinp % TBD
Operations ADM.1 . . X date ¢ :
implementation
N
HIR1: Admin and HIR14,]- |Establish emp framework for| i
People & Tools 14 HIR14.1 i : HIR Directorates and oversee TBD
Operations ADM.1 : :
implementation
Customers & 1 HIRL1 HIR3: Systems HIR1.1- Ensure customer requirements are Fei k frdth customer TBD
Stakeholders . Engincering Support SES.1 addressed in IT projects delivéiy via Directed Survey
il
Customers & 3 HIR32 HIR3: Systems HIR3.2- Strategically define service delivery™® Pl@ vs. Actual: no. of items| TBD
Stakeholders - Engineering Support SES.1 channels va strategic to operational
Customers & 4 HIR43 HIR3: Systems HIR4.3- |Ensure BCDR component is.#ddre ;&V % of project plans addressing TBD
Stakeholders - Engineering Support SES.1 in project/capital plannin} BCDR
@ ’ % of systems requiring
. HIR4 3- replication before
?:;:Ln:liz 4 HIR43 E Hzi lSys;e“ms " SE; :1; Ensur(::(i]zl:c:/om o Imfdressed implementation actually are TBD
ngineering Suppo . projeck p 8 replicated prior to
implementation
Resource 5 HIRS 2 HIR3: Systems HIR5.2- |Optimize IT CPIC to imp: % of approved projects that are TBD
Stewardship i Engineering Support SES.1 aflocation decisions adequately resourced
5 % of CAO IT Projects requiring|
s HIR3: Systems prove effectiveness of IT IT Govemance oversight that
B
usiness Processes 7 HIR7.3 Engincering Support 4 & Governance comply with IT Governance TBD
oversight
: HIR3: Systems Improve effectiveness of IT % of CAO Project Managers
Business Processes 7 HIR7.3 Engineering Support Governance educated in IT Governance TBD
HIR3: Systems C ly assess and line IT | POS - user satisfaction with IT
People & Tools 15 HIR15.1 Enginccring Supfort ] Governance p " g » N TBD
HIR3: §; HIR15.1- Consistent application of IT % of projects following
People & Tools 13 HIR15.1 Enginee; SES .2 Governance procedures across HIR exception routes TBD
Improve IT infr T
: HIR15.2- through the use of Enterprise .
People & T -
eople & Tools 15 HIR152 - SES.1 Architecture (EA) & Strategic (Same as Tier 2 - TBD) TBD
Technology Plan (STP)
[h., HIR3: Systems HIR16.1- | C results of collaboration [POS for satisfaction of §
People & Toals 16 HIR16.1 Engincering Support SES.1 | through Strategic Technology Plan Technology Plan TBD
HIR4: Business . . .
Customers & HIRI1.1- . % f: with
1 HIRI1.1 Continuity / Disaster Manage exp (p ) . TBD
Stakeholders Recovery BCDR.1 expenience
Customers & 3 H]l;xj ¢ m‘mf Bjs;:ssw HIR3.1- | Optimize business model in support of | Milestone: publish report by X TBD
Stakeholders - "““mmy aster BCDR date
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HIR4: Business . . . . .
Customers & L N HIR3.1- | Optimize business model in support of | Long-term: implement metrics ®
3 3 HIR3.1 HIR Continuity / Disaster . " . TBD
Stakeholders Recove BCDR.1 BCDR identified in report @ _
HIR4: Business T . Milestone: Draft Essential (b .
Customers & o . HIR4.1- Institutionalize CAP within CAO ; :
3 Stakeholders 4 HIR4.1 HIR | Continuity / Disaster BCDR.1 Business Units (CAO-wide) | SUpport Services/Functionsby | - TBD :
Recovery X date i
N .
y i ] T
HIR4: Busincss - Lo e Milestone: CAP Capability % g ;
3 | Cuomend 4 HIR4.1 HIR | Contimity /Disaster B} mCD(‘;I ; I“;gf:?ﬁii’?gro‘f‘““;f?o Maturity Model adopted by @B o
Recovery - © BCAT by X date N{:’ %V
3 | Cusomens 4 HIR4.1 HIR | continity/ Dicaer HIR4.L- | Institutionalize CAP within €AO |, g 046 ¢ wi@ TBD :
Stakeholders : Recovery BCDR 1 Business Units (CAO-wide) o ping ;
3 | Ccomomena 4 HIRAL HR | Contumes /oaser HIR4.1- | mnstitutionalize CAP within CAO Misgtone: %mﬂ coop 5D '
Stakeholders . Recovery BCDR.1 Business Units (CAO-wide) ork by X date completcd
HIR4: Business Move to robust distributed HIR al .
3 Costomers & 4 HIR4.2 HIR | Continuity /Disaster BI mc;‘g; up service where technol ysiems Spponne avayst  ppp
Recovery i possible i
HIR4; Business _ | Narrow the gap for fail over of o . 5
3 g;i:m;z 4 HIR4.2 HIR Continuity / Disaster ;I(]:R ‘;2 where automated faj is not % reduc(nlo n l:;(:icovery fime TBD
Recovery DR.2 possipl elapsed time)
3 Customers & 4 HIR43 HIR Co‘:?;:x; B‘;S;;’:::m HIR4.3- Rollout anned BCDR Meeting rollout target dates for TBD o
Stakeholders i Reclzvery BCDR 1 capabili the end of FY06 each capability
HIR4: Business _ L tegration of IT services & ) !
3 | Swoment a HIR43 HIR | Cominuity/Disaster b hems with IT govemance & M‘“”;‘;l;;\::ye";? &velCAP)  mD
Recovery . tinuity Assurance Program (CAP)
Cust & HIR4: Business Better integration of IT services & { Long-term: % of CAP MMM
3 Smk:;cl:isers 4 HIR43 HIR Continuity / Disaster systems with IT govemnance & capabilities implemented for TBD
Recovery Continuity Assurance Program (CAP) the target maturity level
Establish policies, plans, and .
N Milestone: Subset of IT (HIR)
Customers & HIRA4.3- procedures to support optimal . .
’ Stakeholders 4 HIR43 HIR BCDR.3 | utilization and sustainment of BCDR essential ﬁmc::x‘): defined by X TBD
capabilities.
Establish policies, ptans, and
Customers & HIR4.3- procedures to support optimat . -
} Stakeholders 4 HIR43 BCDR3 | utilization and sustainment of BCDR Progress against plan TBD .
capabilities. ,
S HIR13.2- |F lize HIR COOP jon plan | Publish plan and update as :
3| People&Tools 3 Continuity / Disaser BCDR 1 and delegation of authority needed TBD ,
ecovery
HIR4: Business - " " Not
3 Peopte & Tools 13 Contituity / Disaster HIR13.2: Fonnallze;ltl:l]l)ll;acku:b sltafﬁng plan for]  Publish plan ::; update as TBD
Recovery BCDR.2 capabilities nee completed
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Increase customer awareness of
security services and how to access

Number of visits to the

<l o= b

Not
completed

(Voice)

Stakeholders Systems Security them Information Security web site K‘N
. HIR3 Increase customer awareness of Number of mechanisms and A
3 ‘S::kl:::lif: 3 HIR3.1 HIR };ﬁ:;f;ml.mn ISS '11 security services and how to access venues to communicate with TBD %
Y > ) them customers *®
Customers & HIRS: Information HIR3.1- . . Number of links to the
3 Stakeholders 3 HIR3.1 HIR Systems Security 1SS.2 Increase links to web site Information Security web site
3 Customers & 4 HIR42 HIR HIRS: Information HIR4.2- Maintain availability of critical Percentage of available system
Stakeholders - Systems Security 1SS.1 Security services up-time
3 Customers & 4 HIR4.3 HIR HIRS: Information HIR4.3- § Complete implementation of planned Proportion of possible s
Stakeholders . Systems Security security services at ACF
iness P HIR HIRS: Information HIR6.1- Improve Information Security
3 Business sses 6 6.1 HIR Systems Security 1SS.1 awareness program !
s P HIR HIR HIRS: Information HIR6.1- Improve Information Security Proportfon of Bistrict Offices
3 Business © 6 6.1 Systems Security ISS.1 awareness program oo By contacted TBD
. HIRS: Information HIRG.1- Tnprove Information Security . «| §Nushber of new courses
3 | Business Processes 6 HIRs.1 HIR Systems Secutity 18S.1 awareness program P, developed 8D
. HIRS: Information HIR7.2- . %y} % of security services that have|
3 Business Processes 7 HIR7.2 HIR Systoms Security 1SS.1 Develop SLA for security ng 0 aSLA TBD
. HIRS3: Information HIRS.1- . X % of HIR groups educated on
3 Business Processes 8 HIRS.1 HIR Systems Security 1S5.1 Streamline security rW pm@‘é& the streamlined process TBD
. HIRS: Information HIRS.1- Reengineer Securi s%&s service Number of processes
3 Business Processes 8 HIRS.1 HIR Systems Security 1882 requ eﬁp 55 reengineered TBD
- - - - - 1% . —
3 Business Processes 3 HIRS 2 HIR HIRS: [Mnrmatfon HIR8.2- [Communicatge: tations for Security} % of appro_pnate organizations TBD
Systems Security 18S.1 vices informed
HIRS: Information i . Succession plan developed and
3 People & Tools 13 HIR13.2 HIR Systems Security '&dop succession plan approved by AA, HIR TBD
HIR HIRS: Information Evaluate current staff authorities in all | Number of service delivery
3 People & Tools 14 14.1 HIR Systems Security service delivery areas areas evaluated TBD
3 People & Tools 15 HIR15.2 HIR 1-;1]{5: lnformatfon Proactively address 155U8S that affect I} Number of issues addressed TBD
ystems Security security
. - Number of venues and
3 | People& Toots 16 HIR16.1 HIR Open better lines of communications § .o i wrilized to TBD
ISS.1 with alf customers . .
communicate with customers
Customers & - Ensure vendor compliance with Trouble tickets resolved in 24
3 Stakeholders 1 HIRL1 HIR contractual obligations hours
Customers & Ensure vendor compliance with Service provisioning completed
3 Stakeholders 1 HIRL1 HR A contractual obligations within 72 hours
Customers & L Ensure vendor compl with C Satisf: Survey
3| stakeboders ! HIR11 Telecommuncations || Tcom.1 contractual obligations grade 8D
5 ? . . . Customer Satisfaction Survey
3 | Cuwmené 1 1 TR | Teccommuicatons HIRLL | e wprceton | &adefor Comms'porionof | o
Stakeholders N TCOM.2 & y P NMO package via Point of
(Voice) experience N
Service Survey
HIR6: . ..
Customers & o HIRI1.1- During transition, ensure great "first o
3 Stakeholders 1 HIR1.1 HIR Telecommunications TCOM 3 impression” experience % of offices engaged TBD
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Customers & HIR6: Ensure excellent experiences via
HIR1.1 Telecommunications telephone, email and web Percentage of abandoned calls
Stakeholders . P
(Voice) communications
Customers & HIR6: Ensure excellent experiences via Point of Service Customer
HIRL} Telecommunications telephone, email and web Satisfaction Survey for email,
Stakeholders . - .
(Voice) communications phone calls, walk-ins
HIR6: .
?:;::;iz HIR3.1 Telecommunications Improvexz‘ Customer 'S'ervfl‘;ef;lequeit Customer Satisfaction Survey
(Voice process from request to fuifillment
HIR6:
Customers & . o . Monthly Performan
Stakeholders HIR4.2 Telw)(x{l]:zucaﬂons 100% up time Repo etrics &
HIRG:
Customers & HIR43 Telecommunications Complete curren.t Comms BC/DR % remaining to o
Stakeholders Vo projects
oice
Resource HIR6:4 . Reduce time to fill Comms vacancies Number in d N ’."“‘p‘ of
Stewardship HIRS.1 Telecommunications with qualified staff resumes to sgbmission of
(Voice) igdhg Package to HR
Resource HIRG:
N HIRS.3 Telecommunications Ensure accuracy of vendor billing « cking cost savings
Stewardship N
(Voice, %
arce HIRG: % "
. HIRS.3 Telecommunications Revise reimbursement pr Completion Milestone
Stewardship )
(Voice)
.
HIR6: Improve customeRunderstinding of POS survey: cust
Business Processes HIR6.1 Telecommunications what HIR/Comms ddgs ugh CAO's! Y. cusiomer
. LA ; understands what we do
(Voice) communication’ paign
HIR6: Improve efunderstanding of
Business Processes HIRS.1 Telecommunications what HIR/Comms does through CAO's Use of Housenet
(Voice) unication campai;
HIRG: $¥€customer understanding of .
Business Processes HIR6.1 Telecommunications w R/Comms does through CAO's Number of‘l:irsoi:cnve Office
(Voice) 4 b, communication campaign
HIRE: Improve access to emergency contact Establish central POC for
Business Processes HIR7.1 Telecommunications mp infor Aof Y information collection and
(Voice) dissemination Milestone
N HIR Improve interfaces between various | Establish single repository for
Business Processes 71 customer information sources information Milestone
Business Processes HIR72 @ Change branch name Branch name successfully
changed
Develop standard service interruption de:;msﬂ:;igl‘?;:;::u
Business Processes HIR7.2 Telecommunications and Early Warning process ped Wi N
. e service interruption
(Voice) (notifications) . .
notifications
; HIRG: Improve Comms Group One joint staff meeting per
Business Processes 3 Telecommunications I ;
. Commumications month
(Voice)
HIRG: Process PO's within 5 business days of of PO's leted
Business Processes HIRS.1 Telecommunications ; L N
(Voice) receipt within 5 business days

. Not
completed|

 Not
completed|

Not

completed|

"Not
completed
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HIR6: . . .
3 Business Processes 8 HIRS.1 HIR Telecommunications Conduct a BPR of Comms service | Milestone: BPR completed by
(Vo TCOM.2 requests 03/6
oice)
HIRG: Establish response tirnes (V&V
3 Business Processes 8 HIRS.2 HIR Telecommunications Milestone:. SLAs established.
(Voice) TCOM.1 Branch)
HIRG: Establish response times (V&V
3 Busiuess Processes 8 HIRS.2 HIR Telecommunications Ol Branch SLAs met Mﬁ
(Voice TCOM.1 ranch) .
HIRG: HIR8.2-
3 Business Processes 8 HIRS.2 HIR Telecommunications y Identify all SLA's
(Voice TCOM 2
HIR6: HIR "
3 Business Processes 8 HIRS.3 HIR Telecommunications 8.3- Lmprove H[R/Cqmms quality of
. Services
(Voice)
HIRG: Incorporate HIR/Comms staff training
3 People & Tools 13 HIR13.1 HIR Telecommunications N N include funds for TBD
(Voice) TCOM.1 requests in Project Proposals  #
HIRG: i HIR13.2- EEns “;;Tmfnl;wif:; ot Percent of SME directory that
3 People & Tools 13 HIR13.2 HIR Telecommunications i ure s p have identified with TBD
(Voice) TCOM.1 break down if someone goes CAO/Comms backu
scheduled or unsch leave P
HIR6: _ |Increase empowerinent of Comms staff} .. .
3 | People & Tools 14 HIR14.1 HIR Telccommunications }Tmc 0"1 :4'11 within HIR, Defingyvbat empowerment] T O H;Wgz.'l‘“"'w’s ::;‘m“‘y TBD
(Voice) y m HIR/Comms mAlX(E
3 People & Tools 15 HIR15.1 HIR Telecmﬂzfr;icaﬁons HIR15.1- mms time frame to deliver Number of HIR/Comms TBD
P : (Voice) TCOM.1 /ymproved technology services | projects delivered on scheduled
Q Percent of necessary Comms
HIRG: Proactively address issues that affect technology improvement
3 People & Tools 15 HIR15.2 HIR Telecommunications Comms IT infrastructure service to the| replacement projects that are TBD
(Voice) House Community funded for services that will
continue
Integrate customer consultation into | Number of consultations with
3 People & Tools 16 HIRIG1 HIR the role of the TA's Member offices TBD
3 People & Tools 16 HIR16.1 HIR Provide suggestion repository Nwmber of suggestions received| TBD
Expa)l_ad ag:tlamprove 1n.1“onf1auo:n Customer Satisfaction grade for|
3 | Cutomen& 1 HIR1.1 : HOUSNET website. (how to order | _ COMms' portion of NMO 8D
Stakeholders D . . . package via a Point of Service
services, explain business and Surv
technical advantages) il
3 Customers & 1 HIR7: Communicatio: Deliver an error-free Comms service | Count the number of re-works TED
Stakeholders (Data) DATA2 package before NMO for the NMO package
3 Customers & HIR7: Communicatios HIR1.1- |Improve Quality and Ease-of-use of the] P(}mt of Service Cuslomer.
Stakeholders 1 (Data) DATA 3 packaze Satisfaction Survey for email, TBD
- phone calls, walk-ins
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During new Member orientation,

Customer Satisfaction Survey
grade for Comms' portion of

g

Z
2

Not ‘

Eoi-rflpleted

Not
completed|

HIR " B .. /
Stakeholders 11 Data) DATA4 | Ve & ‘::; o NMO package via Point of TBD X\?‘V
pe Service Survey o
Customers & HIR7: Communications| HIR1.1- During transition, ensure great "first [
Stakeholders HIRLI (Data) DATA.5 impression" experience Reduce rework effort. T8D
Customers & HIR3.1 HIR7: Conmunications| HIR3.1- Improved Customer Service request | Milestone: Request process
Stakeholders . (Data) DATA 1 process from request to fulfiliment fully documented
Customers & HIR3.1 HIR7: Communications HIR3.1- Improved Fiber plant Inventory Milestone: Cable M %‘t TBD
Stakeholders - {(Data) DATA2 tracking tool select
Customers & HIR3.1 HIR7: Communications HIR3.1- Improved drawing updates for % of "as b%t" drawings TBD
Stakeholders . (Data) DATA3 installations. completed &hd posted.
Customnters & HIR42 HIR7: Communications| HIR4.2- Identify "always up” data for "always up" TBD
Stakeholders b (Data) DATA.1 communications services & services
Custoners & HIR7: Communications| HIR4 3- Complete current Comms BC/DR .
Stakeholders HIR4.3 (Data) DATA1 projects ) % remaining to complete TBD
Resource HIRS.1 HIR7: Communications HIRS.1- | Reduce time to fill Comms Vagncies Nu::::‘::s t::);igr:“ l.:sl;z;e:)pft of TBD
s i . > . .
tewardship (Data) DATA.1 with Qualified Staff | Hiring Package to HR
. . HIRS 3- Develop a baseline of Qtr 4
Si::s:rdm:}:i HIRS3 HIRT: C:::a‘;mcmo“s D, ATS:I nipent costs down | FY05, Identify opportunities to TBD
P i reduce costs by Qtr 1 FY06
HIR6.1- Tmpr sg % mer understanding what cusl:;)r:e:‘;xvnege:tg:;:il:g of
Busi 5 i
usiness Processes HIR6.1 DATA1 &0 .d@ through 4CA0 ® | what HIR data communications TBD
% mmimication campaign d
oes
X A Mprove customer understanding what .
Business Processes HIR6.1 ) C?Il;:::;mmmm HIR/Comms does through CAQ's Number Of‘l;:;‘:m © Office TBD
communication campaign
) : Communications Improve HIR staff access to customer
Business Processes HIR7.1 (Data) and technical information TBD TBD
L . Percentage of templates
_ HIR7.2- | Develop standard service interruption | o1 wpich standardize
Business Processes HIR7.2 and Early Warning process o . TBD
DATA1 e service interruption
notifications e
notifications
X HIR7.3- Improve Comms Group Number of scheduled meetings
Business Processes HIR7.3 DATA 1 Communications held TBD
. : PIRT: Communications| HIR8.1- Develop baseline of how service Milestone: Is baseline
Business Processes HIRS.1 (Data) DATA requests are handled now completed? TBD
. L - Percentage of services for
Business Processes HIRS HIR7: Communications| HIR8.2- §Develop HIR/Com SLA for standard which SLAS have been TBD
(Data) DATA.1 services
developed
. HIR?: Communications HIR8.3- Improve HIR/Comms quality of Point of Service Surveys
Business Processes HIRS.3 (Data) DATA.1 Services regarding quality of services TBD
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L - Percent of HIR/Comms pr
HIR7: Communications HIR13.1- } Incorporate HIR/Comms staff training N
3 People & Tools 13 HIR13.1 HIR (Data) DATA 1 requests in Project Proposals Plans that Amcludcle flmds for
technical training.
Ent Comms § P _ Iy
. . ; Percent of SME directory that
3 | Peopte & Toois 13 HIR132 HIR | HR7: Communicationsf | HIRI3.2- | and ensure that Comms process does | “"%p ) onsiioq with
(Data) DATA1 not break down if someone goes on CAO/Comims back
scheduled or unscheduled leave . up g&d
. Increase empowerment of Comms staff], . e
3 | People & Tools 14 HIR14.1 HIR | HIR7 Commicatons };1:;: '1 within HIR and define what | 101 Fil out HIF/ 8D ; ol
’ empowerment means to HIR/Comms authority matrix &’ completed
N
HIR7: Communications HIR15.1- | Shorten Comms time frame to deliver Number
3 People & Tools 15 HIR15.1 HIR (Data) DATA1 new/improved technology services | projects delive heduled TBD
Percent,pf ne&'§sary Comms
. Lo Proactively address issues that affect e ogy improvement
3 | People & Tools 15 HIR1S2 HIR | W7 Communicationst ff HIRIS2- | 1T infrastructure service to the tprojects thatare | TBD
(Data) DATA.1 . . A y
House Community detl for services that will
W % continue
] o Improve HIR/Comms coll jon & Percent of Member Offices
3 People & Tools 16 HIR16.1 HIR HIR7: Communications HIR16.1 with Customers regarding fe ogy roles that HIR/Comms TBD
(Data) DATA'1 . " - : ;
implementation interfaces with
Customers & HIRS: Applications HIR1.1- Improve access @rice
3 Stakebolders 1 HIRL1 HIR Support Operations AS.1 ma/in:%i POS surveys TBD
3 Customers & 1 HIR11 HIR HIRS: Applications HIR1.1- [Improve customer ywageness of request Number of status inquirie TBD
Stakeholders : Support Operations AS2 P umber ol stafus inquiries
- Number of branch services
Customers & HIR HIRS: Applications HIR3.1- | Improxeyawareness of Branch services
3 Stakeholders 3 A HIR Support Operations @ and external customers P ropagmd acr05§ TBD
E communications vehicles
Customers & HIRS: Applications it resources to research for Percent of Branch resource
3 Stakeholders 3 HIR32 HIR Support Operations technology insertion time devoted to research TBD
Customers & HIRS: Applications i pli with standard to | Actual percent of systems in
3 Stakeholders 4 HIR4.2 HIR Support Operations replace obsolete computer systems compliance with standard TBD
Customers & HIRS: Applications . . Actual percent of hours
3 Stakeholders 4 HIR4.2 HIR Support Operations Reduce downtime due to maintenance available TBD
. ® . . Actual percent of systems
Customers & HIRS: Applicationd HIR4.2- |Imps 1 with standards for| .
3 4 HIR4.2 HIR evaluated against vendor TBD
Stakeholde:
el TS Support O; AS3 vendor product support support standards
3 Customers & 4 HIR43 HI.R Ensure BCDR component is addressed | Actual percent of ASB services
Stakeholders - AS.1 for any ASB supported service have BCDR capability
Customers & : Applications o . .
3 Stakeholders 4 HIR43 HIR ’K \@0 1t Operations Ensure staff to server ratio TBD
Resource HIRS: Applications Improve resource scheduling within | Commit XFTE to development
3 Stewardship 3 HIR5.2 Hﬂ‘{\'\y Support Operations AS.1 HIR of resource plan TBD
3 Resource 5 HIRS QR HIRS: Applications HIR5.3- Imp.ng::;_‘:f :I:};bsll;};;n; 1o | Actual percent of exccution TBD
Stewardshi . techni . L
ardship ﬂ Support Operations AS1 sustain systems. against training plans.
. Applicati HIR6.1- Provide a better web-friendly presence N i
3 Business Processes 6 HIRS. :y HIR HIRE: Appl 1ons 6.1 of our service offerings on HouseNet Measufe of incr use of TBD
Support Operations AS.1 (similar to 9.1) services and web traffic
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Improve awareness of Branch services

Number of branch services

. HIRS: Applications HIR6.1-
Business Processes 6 HIR6.1 HIR N propagated across
Support Operations AS2 to CAO and external customers communications vehicles & \
N HIRS: Applications HIR7.1- Broader use of Customer Tracking @‘w
Business Processes 7 HIR7.1 HIR Support Operations AS1 System capabilities Measure usage of CTS TBD
Time for creation of alert
message per SLA; timeliness
. HIRS: Applications HIR7.2- [Consi ion of the approp from inception to
Business Processes 7 HIR7.2 HIR Support Operations AS1 communication plan delivery to internal staff;
p ge of staff recei
message
iness P HIRS: Applications HIR7.3- Participate and follow ERB/ TCTF | Actual percent of
Business ses 7 HIR7.3 HIR Support Operations AS.1 process follow CTF
N L Actual percentigf adherence to
Business Processes 7 HIR7.3 HIR RS :g’::j::z:: PTST; Participate and f.‘::‘l’i‘:l’:: Govemance | DL C,and IThGovemance TBD
PPo i s standards
Consistent use and use of rules of CT§ o .
N X Milestone) Establish
. icati . o
Business P 3 HIRS.1 HIR | ks Applicatons HLRS&II for 100% of all ransaceions (icket EF; %f CTS; Actual percentof|  TBD
Pport Ope! . open un pects e of CTS across organization
addressed)
. L Clarify/enhance and commu;%é . .
Business Processes 8 HIRS 2 HR | GSasetor II[IA(SS,IZ- expeciations for ASB sgeeiges thiough | (e Milestone Peroentof | gy
PP : Service Level A SLA's)
Cy % (Interim Milestone) Develop
' . _ QA process for applications;
Business Processes 8 HIRS3 HIR l;l\s.:gph:::zn‘: H‘I\RSS.IS Tmprove ervices s::‘zlqix:i:edprocess for Point of Service surveys; TBD i
Pport Ope . $ p Number of discrepancies completed
% decreases :
. . . (Interim Milestone) Develop Not
Business Processes 9 HIR9.1 HIR 1;:1{8. :g::$:x ! dmvte bns:;e:‘s‘:m:i::;magée plan 1o assess non-standard TBD
ppo and act upo qu requests by x date completed|
. T N (Long Term measure) POS
Business Processes 5 HIR9.1 HR | B et Improvo business process 10 naly2e | - istacton with handling of | TBD
1PPO P ed non-standard requests.
. . (Interim Milestone) Establish
Business Processes 9 HIR9.1 HR | MRS Apy ImAS"g‘zl Define standard offerings list of standard offerings; TBD
PO ) Update quarterly
iness P HIRS; Appﬁzﬁﬂms HIRS.1- Improve resource availability to | Number of hours available from|
Business sses 9 HIR9.1 HIR Sl%?pemﬁons AS3 respond to non-standard requests key individuals TBD
/‘(\ Q Ensure all ASB project submissions to
HIR : Applications HIR13.1- ERB have technical training, Actual percent compliance for
People & Tools 13 13.1 upport Operations AS.1 equipment, budget and staffing ASB branch submissions TBD
components detailed
. . Ensure succession plan/back-up Incorporation of succession
People & Tools 13 HIR13. @R gms' Applications HIR13.2 component is addressed for any ASB | plan/back-up component in TBD
upport Operations AS1 - :
service business case development
HIRS: Applications HIR13.2- Ensure succession plan/back-up Decrease in number of single
People & Tools 13 HIR13.2 HIR Support Operations AS1 component is addressed for any ASB points of failure TBD

service
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HIRS: Applications Identify decision making actions that { Percent of all decisions are
People & Tools . . N
P 0 14 HIR14.1 Support Operations AS.1 can be made at various staff levels released at various levels
o Actual percent of ASB SOPs
HIRS: Applications HIR14.1- . . " L
People & Tools 14 HIR14.1 HIR Support Operations AS2 Compliance with SOPs for and p . are ' for
compliance with authority
HIRS: Applications Improve time to complete and submit Quarterly reviews of ASB
P HIR
cople & Tools 15 151 HIR Support Operations AS.1 | business case to justify project funding unfunded requests
(Interim Milestone) Develop
HIRS: Applications HIR15.2- Improve capacity planning and plan for capacity planning;4§fé-
People & T : . 0
eople & Tools 15 HIR15.2 HIR Support Operations AS1 lifecycle replacement cycle replacement and tr%
by x date
X - % Improve monitoring of operational
People & Tools 15 HIR15.2 HIR ?ﬁ;‘) :”O";::ﬁzﬁ mfslsl'z : plicaions perft ms TBD
i and database
. L . Number ofVenues of
People & Tools 16 HIR16.1 HR | o H]fsl 61‘1 Support the HIR d:;’.ll,l;l:)’m"°" Getto coll%ion through which TBD
: A8 clin reach all offices
HIRS: Applications HIR16.1- Improve on exlshrfg. ASB coliaboratio: Mmb:er of venues of )
People & Tools 16 HIR16.1 HIR Support Operations AS2 and create additional venues for, laboration through which TBD
) collaboration % ASB can reach all offices
Customers & HIRY: Systems Suppot . >
Stakeholders 1 HIR1.1 HIR Operations HIR1.1-SS.1| Consistent access to SSO servicelafea POS surveys TBD
Develop SSO SLA3 an{l SO¥s for Data)
Customers & HIRY: Systems Suppo: 3 . [Number of new SLA's executed
Stakeholders 1 HIR1.1 HIR Operations HIR1.1-SS.2] Center and Emef:k ms service (Short-term measure) TBD
. Develop 8 and SOPs for Data} percentage of SSO SLA's that
g:l::;el:ez 1 HIR1.1 HIR Hm9.§;:::::n§nppo HIR1.1-SS.2| Center and Enterprise Systems service are in compliance with TBD
y  offerings customer (long term measure)
R4
Customers & 1 HIRL1 HIR HIRY: Systen}s Suppo: e cuspmer awareness of SSO Interim measure -‘plan to TBD . NOt
Stakeholders Operations service request status develop metrics completed
Customers & 3 HIR3.1 HIR HIRY: Systems Suppo: Improve intenal awareness of SSO Perce‘ntageteodf branché:r(\;lces TBD
Stakeholders . Operations Branch services to CAQ promoted across &/
communications vehicles
3 Number of outreach
Chstomers & 3 HIR3.1 HR |0 S Sl fimms 155 of 1norease owledgo of S50 banch | communicaions and TBD
m stakeholder sessions held
. Reduce downtime of SSO enterprise |,
Customers & 4 HIR4.2 HIR | MRS SystemSGabport] | pyrp 5.55.1| systems (SAN, ETB, and Mainframe) | % Of System outages caused by |y,
eholders ratiofis N routine maintenance
due to maintenance
.
Customers & A ystems Suppo Ensure BCDR component is addressed | % of new services deployed
Stakeholders 4 HIR4.3 PE}Q‘W k‘\ Operations 4 HIR4.3-58.1 for any SSO supported service without BCDR capability
Customers & HIRY: Systems Supportfl| Ensure adequate resources for HIR .
Stakeholders 4 Operations HIR4.3-SS.2] BCDR requirements staff to server ratio TBD
Customers & 4 HIRY: Systems Suppo! HIR4 3-S5 2] Ensure adequate resources for HIR Terabytes of storage to TBD
Stakeholders Operations - : BCDR requirements SAN/ETB administrators
Resource HIRY: Systems Suppo: Support Tier 2 objective of developing Commit X FTE's to
Stewardship 5 Operations . HIRS.2-85.1 a resource plan development of plan TBD
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R Reduce maintenance renewal costs for | Number of pre-pay and mul
3 St 5 HIRS3 HIR existing SSO HW and SW year maintenance renewals TBD
tewardship .
infrastructure executed
Provide a better web-friendly presence | Percentage of SSO service
3 Business Processes 6 HIRG.1 HIR HIR6.1-SS.1} of SSO Branch service offerings on | offerings avaitable on web- TRD >
HouseNet (similar to 9.1) based forms. ?%
Conduct baseline survey of
5 HIR HIR HIRY: Systems Support Improve internal awareness of SSO ' | awareness with CAQ business @B
3 Business Processes ¢ 6.1 Operations . Branch services to CAO (same 3.1) Junits and measure against D
annual surveys
: Implement use of Customer Tracking Measure usage of %&
3 | Business Processes 7 HIR7.1 HR [P Sveems opoth JHIR7.1-55.1| System capabilitiesfor SSO Branch | - percent of all ss@e TBD
service requests I
$S0 to participate and follow ERB/
. HIRY: Systems Support: _ TCTF process - projects not adhering | # non: dardsrequests in X
3 | Business Processes 7 HIR73 HIR Ovretions HIRT3-55.1 orss avw rostod a5 hom. % ek TBD
standard requests e %
HIR9: Systems Support Develop SSO SLAs and SOPs for Data)
3 Business Processes 8 HIRS.2 HIR »o::x:::“s“ppo HIR8.2-SS. | Center and Enterprise Systems servi %% of services with SLAs TBD
offerings %",
. HIR HIRY: Systems Support HIRS, 3-: Establish a QA process fo;%» Percentage of SLAs and SOPs
L s Processes 8 83 HIR Operations 8.3-85.1 services pmv' ‘ that have a QA component TBD
| Establish businesg pi cus to analyze (Interim Milestone)Develop Not
3 Business Processes 9 HIR9.1 HIR ng'g]’:::';:“mn HIRO.1-SS. 1{and act upon d SSO Branch{ plan to assess non-standard TBD
uests requests by x date %mpleted
. HIR9: Systems Support . andard offerings for SSO Establish list of standard
3 Business Processes 9 HIRS.1 HIR Operations HIR9.1-SS.24 Branch offerings and update quarterly TBD
. all SSO project submissions to .
3 People & Tools 13 HIR13.1 HIR ng‘gz::::ﬂi“pwn HIR131 have training, equipment, and Percer::ag: ;:os mgll@;:'::r §s0 TBD
staffing components detailed ch submis
HIRY: Systems Support Improve delegation of authority in SSO| Interim measure - devetop plan
3 People & Tools 14 HIR14.1 HIR Operations project management process for this metric
_ | Improve time to complete and submit . "
3 People & Tools 15 HIR15.1 HIR HIRY: Syst HIRLS.1 business case to justify project fimding Cycle time for fundmg approval TBD
§S.1 o of $S0 initiatives
for SSO initiatives
_ Improve capacity planning and % of lifecycle replacement
3 | Peopled Tooss 15 HIR152 HIR Wﬁ:‘s""”“ H“S‘Sl 51'2 lifecycle replacement for SSO | costs that are funded inannual | TBD
. : infrastructure SSO budgets
e Schedul Tahold
k 9: Systoms Support HIRI16.1- larming and impl and : N T Number of new customer and
3 People & Tools 16 HIR16.1 I-Q Operations Ss.1 with SSO internal and extemal Astakeholder'l'l' plmng and TBD
i implementation sessions held
customers
5 | Costomesa . QR HIR10: Messaging HR11- | Imelementasetofstdaid | 1009 of MSB staf follows 8D
Stakeholders Systems MS.1 I defined objective
customers
Customers & HIR10: Messaging HIR1.1- . :
3 Stakeholders 1 HIR1.1 HIR Systems MS.2 Determine SLAs required Meet SLAs TBD




Customers &

HIR10: Messaging

U.S. House of Rep

- Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

Improve status reporting to the

Number of inquiries requesting

Stakeholders HIR Systems MS.3 customer status
. ; % of services are propagated
Customers & HIR10: Messaging HIR3.1- Improve intemnal awareness of MSB . o
Stakeholders 3 HIR3.1 HIR Systems MS.1 services 1o the customers across various communications TBD
vehicles :
Customers & HIR10: Messaging % of branch resources used to
Stakeholders 3 HIR3.2 HIR Systems hnol d hnologi
Customers & HIR10: Messaging Downtime only during defined % uptime during defined ' ; i
Stakeholders 4 HIR4.2 HIR Systems MS.1 maintenance window production hours X
Customers & HIR10: Messaging HIR4.2- Server to staff ratio s% o |
Stakeholders 4 HIR4.2 HIR Systems MS.2 Ensure adequale stalfing resources decline from cm% TBD 0 1
Customers & HIR10: Messaging HIR4.3- |Ensure BCDR component is addressed | % of MSB se: CDR] ,
Stakeholders 4 HIR4.3 HIR Systems MS.1 for any MSB supported service [ TBD Y |
Customers & HIRI0: Messaging HIR4.3- | Ensure adequate staffing resources for|  Servesto staff ratio should
Stakeholders 4 HIR43 HIR Systems MS.2 HIR BCDR requirements TBD Y
Resource HIRI0: Messaging HIR5.2- | Support Tier 2 objective of developing &
Stewardship 5 HIR5.2 HR Systems MS.1 a resource plan i TBD X
) . % of services are propagated
Business Processes 6 HIR6.1 HIR HIR10: Messaging HIRG.L- | Improve lptema.l varenes across various communications TBD Y
Systems MS1 services to the custom .
vehicles
. HIR10: Messaging HIR7.1- Broader use of Custo! racking | % of MSB support staff utilizes
Business Processes 7 HIR7.1 HIR Systems MS 1 Sys CTS TBD X
. HIR10: Messaging HIR7.2- 4 S Time from interruption to
Business Processes 7 HIR7.2 HIR Systems MS 1 Follow the estapli: é policy in place notification 1o Client Services TBD Y
. HIR10: Messaging HIR7.3- % % compliance with ERB :
Business Processes 7 HIR7.3 HIR Systems MS.1 ﬂgollow RB process process TBD ; Y
HIR10: M . CW@% and use of rules of CTS '
Business Processes 8 HIRS.1 HIR vt e 1%%1 sactions (ficket open wntil all] % use of CTS within MSB TBD Y
¥ 8\ fu/ aspects have been addressed)
HIR10: Messagi Clarify/enhance and ;o
Business Processes 8 HIRS 2 HIR s‘ymi“g‘“g expectations for MSB services through ] % of MSB services have SLAs TBD Y
SLAs
. HIR10: Messagipg Ensure quality metrics are included in % of MSB SLAs include
Business Processes 8 HIR8.3 HIR Systems MSB SLAs, if applicable quality metrics TBD X
. HIRS Establish business process to analyze | Business process is established
Business Processes 9 1 HIR Systems and act upon non-standard requests (milestone) ¥
T
f(‘ o Messagi HIRO. 1- Establish list of standard
Business Processes 9 HIRS.1 s, s':;‘;‘”g‘“g MS 2 Define standard offerings offerings and update quarterly TBD Y
i’ : (milestone) completed
. . Ensure all MSB project submissions to o .
People & Tools 13 @ HIRI(SL sb:i;zag] ng MS1 ERB have training, equipment, and % co:‘:ll’::::i::: MSB TBD Y
¥ . staffing components detailed
HIR10: Messaging HIR132- | S ey MSB staff identified within /
People & Tools 13 Systoms MS.1 backup SME directory TBD .
. i 1 11 L) 1 i
Peaple & Tools 15 HIRI5 1 HIR HIR10: Messaging Improve time to complete and submit % of MSB business cases

Systems

business case to justify project funding

entered into ProSight
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% of MSB business cases for
HIR10: Messaging HIR15.2- Improve documentation of when improvements and lifecycle /3%
le & Tools ) . . . .
People & Tool 15 HIR15.2 HIR Systems MS.1 lifecycle repl is required 1 are entered into 8D &
ProSight Is. W
. . Number of venues of (™
People & Tools 16 HIR16.1 HIR HIR10: Messaging HIR16.1- | Support the HIR collaboration (yet to collaboration that MSB can Pl
Systems MS.1 be defined)
reach all offices ;
Customers & 1 HIRI1 HIR HIRH: Web Services HIR1.1- Improve service request process for a';::n:xldl::?:: Establish @B
Stakeholders : and Support WS.1 Web Assistance ! req A
process )
Customers & HIR11: Web Services HIR1.1- Improve service request process for s :
Stakeholders 1 HIRL1 HIR and Support WS.1 Web Assistance Fos s“”%;‘%’ oY
Customers & HIR11: Web Services HIR1.1- Improve service request process for | Amount of VM& at Web o
Stakeholders 1 HIR1.1 HIR and Support WwS.1 Web Assistance Assisthice site TBD , Y
»
Customers & HIR11: Web Services HIR1.1- Numbgh of SLAs that have all
Stakeholders 1 HR1.1 HIR and Support WS.2 Evaluate SLA for Web requests agr ollowed/completed] 1D -
"
x, (Interim Mil ) /
. ] ) nterim Milestone i Not
(S:‘:l::;iiﬁ 1 HIR1.1 HIR Hm;tdv;:!;:::nces HI“I}SI; [tmprove cusmmesrt:gsareness of ‘% [Dévelopment of better response TBD Y o <
’ process to requests completed|
. . i Quarterly assessments of
Customers & HIR3 HIR HIR11: Web Services HIR3.2- Improve multiplg se: elivery i !
Stakeholders 3 2 and Support WS.1 methods/channels f services| VI8 edi:l:il?n; ology TBD Y
Customers & HIRI1: Web Services HIR4.2- owntime of WSB | Number of hours WSB services
Stakeholders 4 HIR4.2 HIR and Support WS.1 maintenance are available TBD -
All' WSB services are
Customers & HIR11: Web Services HIR4.3- |E: SW@R p is add d incorp d into BCDR
Stakeholders 4 HIR4.3 HIR and Support WSt K" r any WSB service component in business case TBD Y
AN development
. . R Percentage of vacancies filled
Resource HIR1: Web Services lh'ﬁ{lpmve ‘WSB process time in filling L ; .
Stewardship 5 HIRS.1 HIR and Support m vacancies within 60 days of vacancy TBD
» announcement ; ;
z Amount of resources committed| I
Resource HIR11: Web Services Support Tier 2 objective of developing
Stewardship 5 HIRS.2 HIR a resource plan to developm:;l;n of a resource TBD
e (Interim Milestone) Develop
S:::::::::i 5 HIRS5.3 HIR Assess ri:culr‘c\ev\;tgx:::l‘z:erelated to multi-year plan for reducing TBD Y Not
P sustainment costs : Comple*ted
. %‘eb Services HIR6.1-  [Provide a better Web-friendly presence .
B
usiness Processes 6 HIR6.1 HR | & x@“ Support WS.1 of WSB service offerings on HouseNet Number of services TBD Y
iness P HIR11: Web Services HIRG6.1- | Provide a better Web-friendly presence] amount of Web traffic based on
Business sses 6 HIRG.1 Hﬂ}%{ and Support WS.1 of WSB service offerings on HouseNet]  a WSB services inventory TBD
L ] ] . Percentage of WSB services
Business Processes P 7 HIR HIR11: Web Setvices HIR6.1 Improve u_nemal_ awareness of WSB propagated across CAQ TBD
and Support WwS.2 services within the CAO L N
communications vehicles
7 > T - -
. HIRLL: Web Services HIR6.1- | Improve intemal awareness of WSB Establishment of standing
Business Processes 6 HIR6.1 HIR and Support WS2 services within the CAO meetings with other HIR nits | TED




us.

= Chief A

House of

Balanced Scorecard
Obj+Meas MASTER

Ensure all WSB employees attend
training sessions in order to improve

Office

HIR11: Web Services HIR7.1- N Percentage of WSB employees
understanding and usage of the " L d
nd
and Support WS.1 Customer Tracking System attending CTS training sessions
capabilities.
Number of office profiles
. HIR11: Web Services HIR7.1- | Have Member office profiles of Web N
Business Processes HIR7.1 and Support WwSs.2 services added to CTS. created in CTS to show Web
services
. Percentage of branch services
. HIR11: Web Services HIR7.2- | Improve internal awareness of WSB %
Busincss Processes HIR7.2 and Support ws.1 services within the CAO, propagated actoss CAML Ty 0
incss P HIR HIR11: Web Services HIR7.2- | Improve intemal awareness of WSB | Frequency of standin, S|
Business sses 7.2 and Support WS.1 services within the CAQ. with other I{IR&]%’ TBD
prove WSB staff und di o
. . HIR adherence, and participation in ERB/
Business Processes HIR7.3 Hml;[;’v;:b Se]r(vwes WS7 '13 'TCTF processes - projects not adhering Reduceuzs: 4 ;—st;‘ann:a.rd TBD
Ppo . to ERB process are treated as non- %
standard requests Y
p derstanding and consistent ke
. . HIR use, based on established rules of C&% . "
Business Processes HIRS.1 Hml;[;’v;:b Se:’loes WSS '11 use, for 100% of all transacti ckedp w:n;lfdr::lzt‘;:;e():?sgreed TBD
ppe . open until all aspects have P
addressed)
Tmp T P -
N HIR use, based on establsh. es of CTS Y
Business Processes HIRS.1 !ﬂRl;ldvgeb Se;vms W58 ‘1‘ use, for 100% of }Ansacu'ons (ticket]" = oz:::cﬁf CTS acrosd TBD
1PpO . open unti have been
ressed)
. HIR E; umber of customer touch
Business Processes HIRS.1 Hmlaln'dv;:b Se:'wes WSs 21 mach ‘WSB service process Number oit":r::::;es that are TBD
PP ) ™~ determine how to improve P
Improve communication of
) HIR11: Web Services expectations for WSB services via the o . .
Business Processes HIR8 2 and Support creation of SLAS ; same as Tier 2 (per % of services with SLAs TBD
WSB branch)
Establish a QA process for WSB . " .
. HIR11: Web Servjces 4 . . 5 (Interim Milestone) establish
Business Processes HIRS.3 and Support services prov:de‘d (e:g. Web site formal intemal review process TBD
redesigns)
HIR Establish a QA process for WSB | .
Business Processes HIRS.3 8.3 services provided (e.g. Web site % of services that passed TBD
WS.1 . QA
redesigns)
HIRS 3- Establish a QA process for WSB
Business Processes HIR8.3 WS 1 services provided (e.g. Web site Point of Service surveys TBD
. redesigns)
. 3 HIR Establish a QA process for WSB
Busintess Processes HIR8.3 :de:b Se;vwcs 8.3 services provided {e.g. Web site tumnaround time TBD
PO redesigns)
Business Processes HIR l;ndv;:‘;:::'m Decrease discrepancy count. Number of discrepancies TBD
. . . : (Interim Milestone) Develop
Business Processes HIRS.1 HIR11: Web Services Establish business process to analyze plan to assess non-standard TBD

and Support

and act upon non-standard requests

requests by x date

Not
completed

Not
completed




HIR11: Web Services

U.S. House of Repi - Chief A

HIRS.1-

Balanced Scorecard
Obj+Meas MASTER

(Interim Milestone) Establish
inventory of WSB services and

Business Processes 9 HIR9.1 HIR and Support WS 2 Define WSB service offerings standard offerings; Update
standard offerings list quarterly
X . Ensure ali WSB project submissions to .
Peaple & Tools 13 HIR13.1 HIR | PRV WebServicss | HIRI3E- {Pppp s ve trining, equipment, and | oreent compliance for WSB
and Support WwS.1 - branch submissions
staffing components detailed
. Incorporation of succession
: . Ensure succession plan/ back-up . w Not
Peaple & Tools 13 HIRI3.2 HR | MR Web Services HIRI3.2- | ponent is addressed for any WsB | P18/ back-up compon Ry TBD : .
and Support wSs.1 . business case develops | - completed
service N p
process (Milestol
. X Ensure succession play/ back-up . N ,% 5
People & Tools 13 HIR13.2 HIR HIR:id“éc;;f:noes H‘ﬂV{;312 component is addre.ssed for any WSB Reduction 0{% s of TBD
service
Assess WSB processes that require
. . 2 Compmﬁ ment and make
HIR11: Web Services HIR14.1- gn or d N
People & Tools 14 HIR14.1 HIR and Support WS.1 that may be conducive for lower level reg ) tons, ‘.f any, to IM TBD
- . emient (Milestone)
employees o initiate action
. 3 Ensure SOPs are current 2 ’{; ‘% ‘WSB SOPs and processes
People & Tools 14 HIR14.1 HIR Hm;:dv;:b Se:tvwes Hgv(;42.1 understandable so that emplgges'can § are reviewed for compliance TBD
Ppo! : take appropriate actions % with authority (Milestone) Completed
. . _ | Improve time to c te dijd submit Quarterly reviews of WSB
People & Tools 15 HIR15.1 HIR HIRLL: Web Services HIR1S.1 business case to just féct funding | business cases for unfunded TBD
and Support WwS.1
&;ﬁl Tequests
wén ity planning and (Interim Milestone)Develop
. ; _ 2 p a4
People & Tools 15 HIR15.2 HIR Hm:td‘gcb se:ms m;ésl'z proactixely address changes that affect plz‘;::; l::em ;nt and mﬂ;;ﬁe- TBD heEe
PP : T infrastructure cyelerep by J ' mpletedl
. ) the HIR collaboration process .
People & Tools 16 HIR16.1 HIR HIR1L: Web Services HIRI6.1 A &d tool implementation (yet to be Number of collaboration TBD
and Support channels
defined)
HIRIL: Web Servi Improve on existing WSB channels & Number of venues of
People & Tools 16 HIR16.1 HIR y ervices create additional venues for collaboration that IM can reach TBD
and Support .
collaboration. all offices
HIR12/13: Houie
Customers & Technical Support, Improve the use of point of service .
Stakeholders 1 HIR1.1 HIR [HIR1.1-TS.1 surveys Number of surveys distributed TBD
Customers & Improve the use of point of service
Stakeholders 1 HIR1.1 HIR HIR1.1-TS.1 surveys Number of surveys returned TBD
Cust & HIR /\ hnical S / LR the use of th Trend analysis of the mumber of
fomers echnic: upport € rend analysis of T Of
Stakeholders 1 11 House IT Training 1.1-TS.2 hani U
:: . Support
HIR12/13: House
Customers & 3 HIR3 % Technical Support / Improve the review of Client Services | Number of processes reviewed TBD
Stakeholders ) House IT Training processes quarterly
P Suppent
HIR2/13: House
Improve customer feedback
Customers & Technical Support / . . . Count the number of feedback
Stakeholders 3 HIR3.2 HIR House IT Training [HIR3.2-TS. 1] mechanism ::: ﬂjz:lvslce delivery submissions TBD

Suppornt




U.8. House of Rep ives - Chief Admi ive Office

Balanced Scorecard
Obj+Meas MASTER

HIR12/13: House
N Improve employee feedback
3 Customers & 3 HIR3 2 HIR Technical Support/ || 411R3 2-T8§.2]  mechanism for service delivery ~ | CoU the mumber of feedback TBD
Stakeholders House IT Training submissions
Support methods ;
HIR12/13: House Q
Customers & Technical Support / . :
3 Stakeholders 4 HIR4.2 HIR House IT Training Improve readiness reporting Percent of SLAs met TRD }
Support Ao
HiR12/13: House % :
Customers & Technical Support / . . Lo N
3 Staksholders 4 HIR42 HIR House IT Training [HIR4.2-TS.1 Improve readiness reporting Track the timeliness of mpomn;ﬁ @
Support Ay PR
HIR12/13: House w -
Customers & Technical Support / P
3 Stakeholders 4 HIR43 HIR House IT Training HIR4.3-TS.1 Improve BCDR capabilities Percent of SL% TBD
Support
HIR12/13: House
: Number cy
3 Resource 5 HIRS.1 HIR Technical Support/ | fyyps .75,y Improve vacancy announcementdgeviewed prior | TBD
Stewardship House IT Training reviews .
Suppert fo posting
HIR12/13: House b
Resource Technical Support / Tmpi the timeli of submitting® | P of time standards were
3 Stewardship 5 HIRS.1 HIR House IT Training HIRS.1-TS.2] vacancy announcement met TBD
Support i
HIR12/13: House J 4
Resource Technical Support / Improve the timeliness of con®icting | Percent of time standards were
3 Stewardship 5 HIRS.1 HIR House IT Training HIRS.1-TS.3 interviews D met TBD
Suppo Pl Y
HIR12/13: House W
3 Resource 5 HIRS.1 HIR Technical Support / Improve the timelj 1o submit hiring] Percent of time standards were TBD
Stewardship : House IT Training j{ tions met
Support i
HIR12/13: House o
Resource Technical Suppost / . . .
3 Stewardship 5 HIR5.2 HIR House IT Training ln\px@cumemanon of time spent Report of time spent TBD
Support K& i
HIR12/13: House & ) )
. N Milestone: establish process to
Resource Technical Support / Improve analysis, planning and B} N 3 .
3 Stewardship 5 HIR5.2 HIR House IT Training communication of available time analyze available time vs. time TRD
Support spent
HIR12/13: House . . .
3 Resource 5 HIRS.2 HIR Technical Support / Tmprove analysis, planning and N::)l:::::e. l::::::lmtaoxs:f TBD
Stewardship - House IT Train communication of available time p p P s
by X date
3 Resource S HIRS.3 HIR HIRS.3-TS.1 Improve budget reviews Quarterly budget reviews
Stewardship - . .
Improve the consistency of Client Number of successful
3 Business Processes 6 HIR6.1 X s HIRG6.1-TS. 1] Services input on CAQ icati bmissions to CAQ TBD
campaigns communications team
“’, HIR12/13: House
. Technical Support / P the i of ing Number of meetings held
3 | Business Processes 6 HIR6.1 @R House IT Training HIRG.1-TS.2] L+ e CAG communications montly TBD
Suppo
;{Il;:i/;;ﬂous: / Improve consolidation of Client
3 | Business Processes 7 HIR7.1 HIR H’:m T T‘:’i"‘.’ HIR7.1-TS.1]  Services technical information Number of repositories TBD
Support e Tepository




U.S. House of Rep ives - Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

HIR12/13: House Conti To the Y
N i .
Business Processes 7 HR72 HR Techmical Support/ | ke 7 5 78 1| and understanding of HIR services for|  TVurber of staff atiending TBD N
House IT Training L . y service briefings )&
Support new and existing client services staff’ o)
$
HIR12/13: House Continuously i the R '
: p .
Business Processes 7 HIR7.3 HIR Techaical Sngp?n/ and understanding of HIR products for Nufnber °fs‘?‘ff m?“"‘g
House IT Training - . ! project overview briefings
Support new and existing Client Services staff’ 5 k
AIR12/13. House é ?
Business Processes 8 HIRS.1 HIR Technical Swn/ HIRS.1-TS.1 Improve process for (;ustomer course | Number of stuf!ems who gelf; TED
House IT Training registration register %
Support } .
HIR12/13: House e,
Business Processes | 3 HIRS.1 HIR Technical Su}a'p(?nl RS 1-TS.2 Expar_ld.the number of m@mlsm for | Increase in number- . mer TBD
House IT Training receiving customer service requests request ngs
Supporl
HIR12/13: House }
N HIR HIR Technical Support / HIR Expand the number of mechanisms for] N of sefvice requests
Business Processes 8 8.1 House IT Training 8.1-TS.7 receiving customer service requests electronically TBD
Support
HIR12/13: House v’
Business Processcs 8 HIRS.1 HIR Technical Support/ | tryypg 1.7, 3| Improve customer's ability to s bor of self-service requests|
House IT Training received
Support -
HIR12/13; House “%/
BusinessProcesses| 8 HIRS.1 HIR | Tectwieal Swport/ | hirpe 175 3] improve customer's abilitytg self-serve] DecTease in number of routine § -y,
House IT Training \ requests
Support
HIR12/13: House Clarify Sand i
. Technical Support / expectatwuem Services R
Business Processes 8 HIRR.2 HIR House IT Training through So Level Agreements Number of SLAs finalized TBD
Support S5 (SLAs)
HIR12/13: House o
. Technical Support / &ywe the skills, knowledge and . . §
Business Processes 8 HIRS.3 HIR House IT Training ability of employees Customer satisfaction surveys TBD
Support
HIR12/13: House
. —
Business Processes 8 HIRS 3 HIR | Techuical Support/ the timeliness and °f ¢ isfaction surveys | TBD
louse IT Training services
Suppor
HIR12/13: House %
Business Processes 8 HIRS.3 HIR Technical Suppott | [R8.3-TS.2} the sen'imand of Percentage of SLA's met TBD
" and for Percentage of resources
Business Processes 9 HIR9.1 HIR A o . allocated to non-standard TBD
bl o requests
HIR ":‘ nical Support / Improve review of HIR business cases | Number of business cases and
People & Tools 13 13.1 % b“l-lmvsc IT Training and budget budgets reviewed TBD
Support
@ 71 Bmi2m13: House Milestone: whether cross-
Technical Support / HIR13.2- § Improve cross-training and transfer of § training model is established
Peaple & Tools 13 HR13, House IT Training TS | knowledge among client services staff | (milestone) and whether its TBD
Support being used.
HIR12/13: House
Technical Support / HIR14.1- Improve initiative, risk taking, and .
People & Tools 14 HIR14.1 HIR House IT Training TS1 decision making Employee/supervisor feedback TBD
Suppont




U.S. House of Rep ives - Chief Administrative Office

Balanced Scorecard
Obj+Meas MASTER

HIR12/13: House
Technical Support / HIR14.1-"} Improve initiative, risk taking, and .
3 People & Tools 14 HIR14.1 HIR House IT Training TS1 decision malig Customer feedback TBD ng\y
Support L .
HIR12/13: House
HIR HIR Technical Support / Improve Client Services internal Number of processes reviewed
3 People & Tools 15 15.1 House IT Training TS.1 business processes or streamlined
Support
;mltx:i/all 15 H°“s°/ HIRI5.1- Improve preparation of Client Services
3 People & Tools 15 HIR15.1 HIR He:nse T T;I:l:il::n TS 2 staff for the implementation of new | Staff and supervisor feedback @
Support e : technology services M »
HIR12/13: House g
“Technical Support / HIR15.1- | Imp: liocation for evaluating new | Number of new technalo;
3 People & Tools 15 HIR15.1 HIR House IT Training S3 technologies eval TBD
Support o
HIR12/13: House . .
- Customer s}éz&on with
Technical Support / HIR16.1- | Improved IT training classes based on 3 |
3 People & Tools 16 HIR16.1 HIR House IT Training TS0 specific job function (training) consultations tef:hnolog) TBD
Support plementation
HIR12/13: House s isor i
: HIR - supervisor input on
3 People & Tools 16 HIR16.1 HIR Technical S“P.p?“/ 16.1 lmpmve-d lT tmmmglclassm. b?sed oft ¥ to advise customers on TBD
House IT Training TS.1 specific job function (training) . :
Support ;{ ology implementation
HIR12/13; House ] ]
Technical Support / HIR16.1- | Improve customer outreach Number of outreach programs
3 People & Tools 16 HIR16.1 HIR House IT Training TS.2 and mechanisms reviewed TBD
Support P, Y
HIR12/13; House Vo’
Technical Support / HIR16.1- | Imp ogtreach prog Number of outreach programs
3 People & Tools 16 HIR16.1 HIR House IT Training TS2 an isms implemented TBD
Suppont
Customers & HRI1: Benefits/ Increase the use f HouseNet for )
3 Stakeholders 1 HRIL1 HR Compensation HR1.1-BC.1|g.. efjt$% Compensation content Increase hits on HouseNet TBD
In use of HouseNet for Reduce number of walk-
Customers & HR1: Benefits/ : . N
3 Stakeholders 1 HRI1.1 HR Compensation HRI1. l-Ble elis & Compensation content ins/phone f:alls for routine TBD
issues
: Improve process for timely payroll 3
#
) HRI: Benefits/ w actions and corrections Decre'ased.numbcr of corrective
3 Business Processes 8 HRS.1 HR Compensation L RBC.1 actions in supplemental or TBD
Pe subsequent payroll
Drive benefits and compensation Number of services converted
3§ Business Processes 8 HRS8.2 services to a web-enabled envi to web-enabled envil by TBD
"x" date
’ Drive benefits and compensation Number of online transactis
3 | Business Processes 8 HR8.2 . HRS8.2-BC. 1 |services to a web-enabled environment | " ™" os::n:x!‘it:edms ons TBD
Drive benefits and compensation .
3 | Business Processes 8 HR82 services to a web-enabled environment | NU™Per °f“by"“sh:l°:°“s entered
R —
. HRI1: Benefits/ Reduce the amount of rework in R
3 | Business Processes 8 HR$3 R Y] Compensation HR8.3-BC. Uy refits and compensation number of EFT rejections TBD
- HR1: Benefits/ Reduce the amount of rework in number of related overtime
3 Business Processes 8 HRS, %‘KR Compensation HR8.3-BC.1§, . efits and compensation hours TBD
4 Reduce the amount of rework in number of supplemental
N HR1: Benefits/ . b
3 | Business Processes| 8 HR8.3 HR - HR8.3-BC.1}benefits and compensation checks or corrective pay letter TBD
Compensation each month
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Office

Balanced Scorecard
Obj+Meas MASTER

Identify “standard” request for benefits

Not -
completed|

. HRI: Benefits/ an np and Number of SLA's developed by
Business Processes 9 HR9.1 HR Compensation HRO.1-BC.1 406 expectations through SLA’s "x" date. TBD w
_ fo.
Identify “standard” request for benefits | Number of standard and non- }V
i HR1: Benefits/ and ion and i - or &
B -] ot il
usinicss Processes 9 HR9.1 HR Compensation FR9.1-BC.1 56 expectations through SLA’s transactions tracked on a %
quarterly basis. e ¥
. Ensure most appropnate delegation . .
People & Tools 14 HR14.1 HR HRI: Benefits HRI4.1- Evel for benefits and compensation | StalT satisfaction survey fred,, D
Compensation BC.1 services tape/authority to act %v
. |Ensure most appropriate del [
People & Tools 14 HR14.1 HR }([:l:x: B::g;’ Hggtil' level for benefits and compensation ¢ h TBD
pe . services @
] [Ensure most appropriate delegation . ad
People & Tools 14 HRI14.1 HR HRL: Bonefits HRIAL- |iovel for benefits and compensation Point of seryige surveys 18D
Compensation BC1 services thority to act)
Himprove the process to capture and N improved processes
People & Tools 16 HR16.1 HR }g;::s“:fi': m];ésil' analyze customer feedback related to * |, ting from customer TBD
. benefits and compensation services o \y feedback.
Custorners & HR2: Human Capital f
Customers & 1 HRLI HR g HR1.1-HC. 1 Increase hits on HouseN TBD
~[increase the use of Ko Reduce number of walk-
Custs & HR2: Hi ital
Smk:lr‘noel;sm 1 HR11 HR Dw‘:;‘;:‘;::""’ HR1.1-HC.1 ins/phone calls for routine TBD
issues.
Customers & HR2: Human Capital Increase use of human capital
Stakeholders t HR1.1 HR Development HRI1.1-HC.1 velopment content. development services. TBD
%@ dar :;quests for human
. HR2: Human Capital devel and i Number of SLA's developed by
Business Processes 9 HR9.1 HR Development expectations through SLA’s "x" date. 8D
% Identify “standard” requests for human | Number of standard and non-
. HR2: Human Capitai 9 capital devel and i dard req or
Business Processes 9 HR9.1 HR Development C-inose expectations through SLA's transactions tracked on a 8D
quarterly basis.
Jimprove feedback process to provide
i HR10.1- fHR-wide communication on all phases | Create feedback process by "x”
Business Processes 10 HR10.1 HR HC1 of suggestion program. date. TBD
% K [improve feedback process to provide Number of suggestions
| Capital HR10.1- [HR-wide communication on afl phases |  submitted, approved, and
Business Processes 10 HR10.1 HR i . .
‘{‘ @ielopmem HC.1 of suggestion program, feedback status on a quarterly TBD
basis.
. . Improve feedback process to provide .
Business sses 10 HR2: Human Capital HR10.1- HR-wide communication on all phases % of Sl‘xggestlons that feedback TBD
Development HC.1 of suggestion program. is provided on (Target: 100%)
HRZ H Capital HRI0.1- Ilmprove feedback process to provide Avg time of feedback loop
Business Processes 10 I')ev“nelompme‘ ::’ HC 1 HR-wide communication on all phases |  (receipt, analysis, decision, TBD
. of sug_gestion program., implementation)
) Improve manager’s access to and .
HR2: Hunan Capital HR11.2- ; - % of managers who submit
People & Tools 1 Development HC1 clarity of employee recognition recognitions TBD




us.
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Office

Balanced Scorecard
Obj+Meas MASTER

- Not
completed

Not
completed

Not
completed

H al HR112 Improve manager’s access to and
People & Tools 1 HRI12 pR | FRE Homan Copita & Jotarity of employee recognition Number of recognitions 8D %
Development HC.1
program. & ;
X jImprove manager’s access 10 and .
HR2: Human Capital HRI11.2- farity of empl iti Appropriateness of the
People & Tools 11 HRIL2 HR Development Hey  |ceity of employee recognition itions used by ’ TED («g)
program.
] Improve HR-wide participation in %
People & Tools 12 HR12.1 HR mu['):ido mﬁrml HII;(l:Z.ll identifying and developing opti Participation in focus groups. )
P . HR structure.
ﬁmprove HR-wide participation in L. %
People & Tools 12 HRI2.1 HR HR2: Human Capital HRI2.1- | dentifying and developing optimum Number of participants TBD
Development HC1 |gr each area in HR.
structure. Y
HR-wide participation in
HR2: Human Capital HR12.1- |.. ... oo Employee ‘sfamm
People & Tools 12 HR12.1 HR ing and ping op [ TBD
Development HC.1 HR structure. organizatio ent?
HR-wide participation in
HR2: Human Capital HR121- |.. " .. ° L Custoffier Satisfaction with
People & Tools 12 HRI12.1 HR identifying and developing optimum h > TBD
Development HC.1 HR structure. ; onal alignment?
i Support CAO through improved R
People & Tools 13 HR13.1 HR | HRE Human Capicl }%?‘ll' methods to define day-to-day %e‘f' °fs;;“°°s sorveys TBD
elopme - workforce readiness. ! towards support given)
. Support CAO through improve Point of service surveys
People & Tools 13 HR13.1 HR HR2: Human Capital HRI3.1- methods to define support for any)¥ine, (referencing support and TBD
Development HC2 . L
anywhere readines: participation)
Fully implement ture and
h Match workforce plan
: i 13.2- |analyze informal support CAO > )
People & Tools 13 HR13.2 HR mb::::::s:rm }ﬁc 1 v PO requirements with system TBD
- capabilities by "x" date.
Fully j ment HRIS to capture and
HR2: Human Capital HR13.2- % rmation to support CAO | implement and populate certain
People & Tools 13 HR13.2 HR Development HC.1 \g‘r ce planning. % of capabilities by "x" date TBD
R ure most appropriate delegation . 5
HR2: Human Capital A level for human capital development Define/Establish human capital
People & Tools 14 HR14.1 HR Development @ services. devclopme:n :iecnsnon trees by TBD
X" date.
[Ensure most a i i
ppropriate delegation . "
HR2: Human Caffi HR14.1- . Staff satisfaction survey (red
People & Tools 14 HR14.1 HR level for human capital development 3 TBD
Develo/};m%§5 HC.1 services. tape/authority to act)
Ensure most appropriate del L.
People & Tools 14 HR14.1 mR | & “";W' FRI1- oy for human capital development | © satisfaction survey | gy
Melop nt HC.1 services. (timeliness)
i Ensure most appropriate delegation
¢ N . .
Human Capital HR14.1- . Point of service surveys
People & Tools 14 HR14.1 HR "N level for human capital development ! TBD
@ L, evelopment services. (authority to act)
HR3: Performance, Drive performance, productivity and | Number of services converted
Business Processes 8 HR8.2 Productivity, & Resourc resource management services to a web{ to web-enabled environment by TBD
Management enabled environment “x" date
HR3: Performance, Drive performance, productivity and . .
Business Processes 8 HR Productivity, & Resourc 1 HR8.2-PP 1 Jresource management services to a web Number o:‘uqﬂx‘\ie sefvices TBD
Management enabled environment




U.S. House of Rep ives - Chief A

Balanced Scorecard
Obj+Meas MASTER

Not

HR3: Performance, T L. -
Business Processes 3 HRS3 HR  [Productivity, & Reso HRS3-PP.1 'm"’:"e process for ”d‘v‘d:a‘ Establish “:'?,,“:Lf process by TBD % e
Management performance improvemen x" date. K completed
Identify "standard” requests for ®
HR3: Performance, performance, productivity, and . NOt
Business Processes 9 HR9.1 HR Productivity, & Reso HR9.1-PP.1 resource management and E:/tabl;sh S t_and:rd mee‘,i,‘gets % sl
Management . those exp . and/or decision tree by "x" date| ) complete
through SLA's. . :
Identify "standard" requests for .
HR3: Performance, performance, productivity, and %
People & Tools 9 HR9.1 HR Productivity, & Reso HR9.1-PP.1 resource management and Incidents of complaj TBD
Management those i
through SLA's T
HR3: Perfc Imp " wnderstanding of ZT Not
: Performance, - . et L2 ) A o
People & Tools 1 HR112 HR  [Productivity, & Resourc m;ll,’l'z iote n recognition and motivation in. |Derelop i:;xhy mosvational|  1Bp ,
Management : ving pel > P L4 o2 . koompleted
Fesource management. Ry :
_ - dorsanding of o Ve
HR3Z P'erformance, HRI11.2- { role in recognition and motivation j %f R .
People & Tools 1t HRI112 HR Productivity, & Reso . Staff satisfaction results TBD
Management PP.1 driving performance, produ
Tesource management
HR3: Performance unden ding of
: €, _ .
People & Tools 11 HR112 HR  [Productivity, & Resouc HR112- | rolein recognito ’“"“ | Improvements in PACE plans TBD
Management PP.1 driving perfonmn uvny and
resource fhan! emem
% of PACE plans that have
specnﬁc measures linked to
HR3: Pert Imprxﬁgx ability to identify areas of]| lanning. If
: Performance, - N ..
People & Tools 13 HRI13.1 HR  |Productivity, & Resourc HRI13.1 % e, pr ¥ ““‘:hr “"‘fl“ mproverment :“;ACE TBD
Management PP.1 % ement improvement through | evaluation is anticipated as a
Y workforce planning. vehicle to augment the
d organization's workforce
g&‘ planning.
W Improve HR reporting ability on . .
HR3: Performance, ’&/ . s . Define reporting requirements Not
People & Tools 13 HR13.2 HR  [Productivity, & Reso 1>11>312 indlvidual performance using e | s business wns by "x” TBD
Managements : perform: “(P“""AC“‘gE)"‘“e“ system date. completed)
Improve HR reporting ability on . . .
HR3: Pegforma N N Staff (including supervisor)
People & Tools 13 HR13.2 HR  [Productivity m;yl > indidol performance wsing ¢ | tisfaction with usefulness of | TBD
Yprage - P (anACng) 5 PACE reporting ability?
X
"‘(\ Q Pert Improve the process to capture and I:p‘::lf:er Of:‘:l:::::cﬁﬁfyﬁ::;
30 ormance, - Tnance,
People & Tools 16 HR16.1 uctivity, & Resourc HRI6.1- | analyze customer feedback related to )resulting|  TBD
Management PP.1 performance, p : i and from internal and external
resource management services. customer feedback.
HR4: Planning and itabili Customer satisfaction survey
o & 1 Strategy (Knowledge | | HR1.1-PS.1 I‘i‘:;z“::a:‘::(v;' e::“:ghyo‘fsgk (satisfaction and TBD
Management) policy/consuliative services)
HR4: Planning and Calls from customers do not
Business Processes 8 HRS8.1 HR Strategy (Knowledge HRS8.1-PS.1 Improve zl.lesitismer;z:e;ess of pay exceed "x%" of House TBD
Management) ey 8 population




HR4: Pianning and

U.S. House of Rep

- Chief A
Balanced Scorecard
Obj+Meas MASTER

Improve process for reviewing HR  [Establish and agree on HR-wide]

Business Processes 8 HR8.3 HR Strategy (Knowledge HR8.3-PS.1 o TBD
Management) processes process by "x" date
HR4: Planning and . . :
X ¢ Improve HR's strategic process for Develop and implement
Business Processes 9 HR9.1 HR sm;agy (Knowledge HR9.1-PS.1 develop SLA's for standard requests. | strategic process by "x" date
nagement)
HR4: Planning and _ Imp: process of incorp g N L
Businiss Processes 10 HRI10.1 HR Strategy (Knowledge H‘;;ol" employee suggestions into HR :r':g“‘e ‘:z;:‘sv“‘,f‘g Ry TBD
Management) ) planning and strategy develop 5y P Y
HR4: Planning and HRI0.1- Imp) process of incorp Number of sug@@
Business Processes 10 HR10.1 HR Strategy (Knowledge PS l employee suggestions into HR i TBD
Management) i 1 and strategy development
HR4: Planning and HRI2.1 Imy .
1- prove planning and strategy process
People & Tools 12 HR12.1 HR Strategy (gl:l‘:::dge PS.1 1o ensure assessment of HR stmcture« TBD
‘ ed typically in June)
HR4: Planning and 14.1- Improve the access to knowled .
People & Tools 14 HR14.1 HR Strategy (Knowledge HI;S il information correspondin (:S;:'::t:‘:nmsg Exnploi:"%naff TBD
Management) i appropriate delegation le! urvey 4
HR4; Planning and _ | tmprove the access to kn
People & Tools 14 HR14.1 HR Strategy (Knowledge H];;A‘II information correspond Number :x:::ggm tasks TBD
Management) . appropriate dx%
HR4: Planning and N knowledge and ;
People & Tools 14 HR14.1 HR | straregy knowtedge m;;41.1 nding o the most | 21 ofwork ried o PACE]  rpp
Management) . approp! delegation level P
HR4: Planning and _ Imp@hc process to involve HR
People & Tools 16 HRI16.1 HR | Strategy (Knowledge HI;;GI” (intemnal customer) in the ‘“‘“f‘ "“l'“::'. of HR TBD
Management) X ing and ey process personnel involved in process
HRS: Record prove the process for assessing the -
Management accuracy, utility and effectiveness of POS survey (uility and
Businiess Processes 8 HR8.2 HR (Information information available and submitted | STectveness duestions) fler | - TBD
Management) through online environment submisston o on
ﬁsﬁ R‘“’: HR132. | Improve the information management | Reduction in number of ad hoc
People & Tools 13 HR13.2 HR nageme’ RM 1 system(s) to maximize its/their reports outside the system TBD
. kmowledge management capabilities. capabilities
Ensure systems' flexibilities to Number of requirements that
HR16.1- .
People & Tools 16 HR16.1 HR RM.1 date ch we are unable to meet through TBD
. requirements our systems capabilities
$R6Recmiting and T T N -
Customers & "\ m the use of F for the number of online
Stakeholders ! HRLI %ﬁn k ‘;f ing (Talent Recruiting and Staffing content applications TBD
NAgZement)
‘y HR6: Recruiting and N " i Increase the number of online
Business Processes 8 HR8.2 Staffing (Talent Drive ting Mdf g to a web- applications vs. mail and FAX TBD
enabled environment .
Management) applicants
HRG: Recruiting and Improve employee hiring and x% reduction in the number of
Business Processes 8 HR8.3 HR Staffing (Talent lassificati idelines and : rework packages TBD
Management) of recruiting/hiring policies P




HRG6: Recruiting and

us.

. House of

p ives - Chief A

Balanced Scorecard
Obj+Meas MASTER

Improve employee hiring and

Develop promulgation of

Business Processes 8 HR8.3 HR Staffing (Talent HR8.3-RS.1 | classification guidelines and awareness videlines by “x" dat TBD x
Management) of recruiting/hiring policies g X cate @
&
HR6: Recruiting and Identify “standard" requests for staffing , » /@)
Business Processes 9 HRS.1 HR Staffing (Talent HR9.1-RS.1] and recruiting and commumicate dmsea Number of EL:‘ di‘ieveloped by ﬂ%/
Management) expectations through SLA's * !
P
HRS: Recruiting and HRI12.1- Ensure HR's recruiting and staffing - | Number of requests from new g ?
People & Tools 12 HR12.1 HR Staffing (Talent RS ‘ capabilities in supporting CAO initiatives that we are abl D
Management) ) initiatives within "x" time-fr:
HR6: Recruiting and _ | Fully implement a competency-based . ﬁ@‘
People & Tools 13 HR132 HR Staffing (Talent ml:?iz selection process to support CAO | Soiection ",,'°°ess by TBD
Management) . workforce planning
HR6: Recruiting and _§ Fully implement a competency-based
People & Tools 13 HR132 HR Staffing (Talent HRI 31'2 selection process to support CAO @saﬂlsfmon with TBD
Management) RS. workforce pl selection process
HRG: Recruiting and HRI6.1- Improve selection process and ensulgs %
People & Tools 16 HR16.1 HR Staffing (Talent RS 1 selection process supports ¢ . § tainable selection cycle time
Management) . CAO customer service deli
bl
HR6: Recruiting and HR16.1- Improve selection pro d ensure Customer POS survey
People & Tools 16 HRI16.1 HR Staffing (Talent RS 1 selection proms voh ing (satisfaction with process by TBD
Management) ) CAO cuswmer s delivery model hiring managers)
Customer Satisfaction (Al!
Customers & HSS1: Individual usto er sh fdining | survey d ions )
Stakeholders 1 HSS11 HSS Services HSSLI-IS.1 experience through P.O.S and Annual John Hodges
Surveys
. Customer Satisfaction
Customers & 1 HSS1.1 HSS HSSY: Individual Improve facilifies (Tangibles) d through | John Hodges
P.O.S. and Annual Surveys
L Improve vendor understanding of
Customers & HSS1: Individual . .
Stakebolders 3 HSS3.1 HSS Services House policies regarding customer TBD John Hodges
outreach
Customers & N B ding of Customer Satisfaction (Access,
3 HSS3.1 HSS SS3.1-IS 2| b . . - Tangibles) measured through Chris
Stakeholders how to find specific service locations P.0.S. and Annual Surveys
Cust & & Improve vendor/retail sales employee's Customer Satisfaction
B 3 HSS3.2 HSS $83.2-18.1| understanding of how the CAO/House | (Knowledge) measured throu Julie
+ Stakeholders
,?ﬁ works. P.O.S. and Annual Surveys
Customers & "1 wss Individuat Improve vendoriretail sales employee's Staff Satisfaction
Stakeholders 3 HSS3.2 @S Services $S3.2-1S.1| understanding of how the CAO/House Julie

works.

(Training/Career Development)




U.S. House of Repl ives - Chief Administrative Office

Balanced Scorecard
Obj+Meas MASTER

Customer Satisfaction
o - ) (Courtesy, reliability) and Staff| %
3 | Goomess 3 HSS3.2 HSS HSS: Indbvidual Hss3 2-15.2| "™ dorfretal ales employ Satisfaction (Rewards & Tulie N
Con Recognition) measured through @
P.O.S. and Annual Surveys
Customers & HSS1: Individual Improve self-service availability and .
3 Stakeholders 4 HSS4.4 HSS Services variety Self service sales
Customer Satisfaction
. HSS1: Individual Ensure that cycle time is appropriate to (Timeliness, Reliabilit .
3 | Business Processes 8 HSS3.1 HSS Services HSS8.1-IS.1 the ype of service measured through P.0. .
Annual Surveys, . '
3 Business Processes 8 HSS8.1 HSS HSS;;‘:?:MI HSS8.1-1S.2} Improve access for service providers |Service provi rmlays Beth -
. HSS1: Individual . . Service provider/product
3 Business Processes 8 HSS8.1 HSS Services HSS8.1-IS.2| Improve access for service providers 1 tomalays Beth Y
er Satisfaction , .
. HSS1: Individual . X & owirdge, Quality) measured| . [
3 Business Processes 8 HSS8.2 HSS Services HSS8.2-IS.1 Improve technical skills of staff x{g ? 1 P.0.S. and Annual Chris ‘ Y
e ,@ Surveys . .
= B B
. HSS1: Individual . oy Staif Satisfaction . :
3 | Business Processes 8 HSS8.2 HSS Services HSS8:2-1S.1]  Improve technical skills of (Training/Career Development) Chris - Y t
Customers & HSS2: Mail & Package HSS1.1- Simplify the Mémbiy elétt mail . . ;
3 Stakeholders 1 HSS1.1 HSS Delivery MALL 1 proc S%}t Customer Satisfaction Dan Y
Customers & HSS2: Mail & Package HSS1.1- Jimprove custopsgr indérstanding of the|
3 Crtomers & 1 HSS1.1 HSS Detvery MALS »@ﬁoms Call Center volume Dan Y
Customets & HSS2: Mail & Packag HSS1.1- D d ding of the| e i
3 Stakeholders 1 HSS1.1 HSS Delivery £’ } mail process Customer satisfaction Dan Y
gve customer service skills and N .
Customers & HSS2: Mail & Packag HSS1.1- &KPW customer B Customer Satisfaction -
3 Stakeholders 1 HSS11 HSS Delivery A blem sqlv1n; skills for front line Knowledge, Recovery PEMS Y
mail delivery people
g Improve customer service skills and
3 st & 1 HSS1.1 Hss | 1SS Mail & Packag problem solving skills for front line | Required Training Completed |  PBMS vy
TS Delivery . "
mail delivery people
Customers & HSS2: Mail & Packag N . . Customer satisfaction -
3 Stakeholders 1 HSS1.1 HSS MAIL 4 Improve image of mail operations Courtesy, Knowledge PBMS ¥
Customers & HSS1.1- Maintain the safe and prompt mail . - :
3 Stakeholders 1 HSS1.1 HSS MALL 5 delivery Cycle times PBMS Y ‘
Customers & HSS1.1- Maintain the safe and prompt mail :
3 Stakeholders 1 HSS1.1 HSS MALLS delivery Number of safety events PBMS Y
,{\ Facilitate costumer contact with single
Customers & ! HSS3.1- | point of contact for delivery probl e
3 Stakeholders 3 HSS3.1 HSS b, Delivery MAIL.1 and appropriate staff member for ¢ - Access Dan Y .
service requests =
& - .
Customers & ~ | HSS2: Mail & Packag HSS4.2- | Improve staff skills and } ledge in e
} Stakeholders 4 HSS4:2 { ; S Delivery MAIL.1 handling service requests c PBMS .
3 Customers & 4 HS ‘3 ‘““;’{SS HSS2: Mail & Package |jd HSS4.2- | Improve staff skills and knowledgein | Staff job knowledge testing PEMS
Stakeholders Delivery MAIL1 handling service requests (TBD)
o ! ) Improve logistics, i.e. facilities, a3 ,
3 | Gomess 4 HSS4.2 HS |5 Man & Package HSS42- 1 o quipment, supplies, transportation, |  Equipment availabiliy PBMS
elivery MAIL.2 : :
tracking of service requests




U.S. House of Rep

- Chief A

Balanced Scorecard
Obj+Meas MASTER

. Improve logistics, i.
Customers & HSS2: Mail & Package HSS4.2- N . S
HSS4.2 HSS N 1 supply availability
Stakeholders Dell 2V v
© ey MAIL.2 tracking of service requests
. Improve logistics, i.e. facilities,
Custor & HSS2: Mail & Packa; HSS4.2- ) ) L . O
Stake;rl;ts HSS4.2 HSS Delivery ackage MAIL 2 equipment, supplmst transportation, vehicle availability
tracking of service requests
. ~ Improve logistics, i.e. facilities,
gﬁ::el:;:' HSS4.2 HSS HSS2: g:;lwf;ack”ge 1;25122 quip ', Sup pli , portati service request closure rate
tracking of service requests
Customers & HSS2: Mail & Package HSS84.2- Facilitate customer contact with A :
Stakeholders HS54.2 HSS Delivery MAIL3 | appropriate staff member for request Customer satisfacti 3 o
i ol
. . ycle time for e of .
. HSS2: Mail & Package HSS8.1- | Improve cycle time for mail, package, C) © - aﬁ& .
Bausiness Processes HSS8.1 HSS Delivery MAL 1 courier and office supply delivery delivery (ma;u ckagdi€ourier, PBMS Y
. HSS2: Mail & Package HSS8.2- Improve quality for deliveries, L
Business Processes HSS8.2 HSS Delivery MAIL 1 collection and processing C& PBMS Y
. HSS2: Mail & Package HSS8.2- Improve quality for deliveries, C romplaints to the call : oo
Business Processes HSS8.2 HSS Delivery MAIL.1 collection and processing center PBMS g Y
Customers & HSS$3: Information/ HSS1.1- . R ‘ﬂ‘ Customer Satisfaction G
Stakeholders HSS1.1 HSS Passport & Notaty INFO.1 Improve service delwery/res% (Timeliness) John 1 Y ‘
gr:;:“hﬁiz HSS1.1 HSS };iss;;uf::::;:/ I:ng)ll- Improve service delivery/respon: Btime} Customer Satisfaction (Access) John - Y
Customers & HSS3: Information/ HSS1.1- . § § . ! ;
Stakeholders HSS1.1 HSS Passpo:lt A?cle:t;y INFO.1 Improve service dfl}&e nse time Cycle Time John - Y
Customers & HSS3: Information/ HSS1.1- K
Stakeholders HSS1.1 HSS Passport & Notary INFO.2 lmpmv@kwalk-m access Abandonment rate John -
gizmiﬁ HSS1.1 HSS };iss;z‘f;;‘:::;/ HSS1.1- ]xt@le phone/walk-in access Customer Satisfaction (Access) John -
R
Customers & HSS$3: Information/ e staff ability to give C isf
Stakeholders HSS1.1 HSS Passport & Notary ense of confidence in the staff {Courtesy) John Y
Customers & HSS3: Information/ Improve staff ability to give C i i
Stakeholders HSS11 HSS Passport & Notary sense of confidence in the staff (Reliability) Jotn
Customers & HSS3: Information/ Improve staff ability to give - .
Stakebolders HSSL1 HSS Passport & Notaty INFO.3 sense of confidence in the staff | (Quality) John Y |
D & of o
Customers & HSS1.1 HSS HSS1.1- information provided through all Customer satisfaction John
Stakeholders . INFO.4 mediums (verbal, walk-in, Housenet, (Reliability)
% Housesmart, etc.) ‘
Imps & consi of
Customers & HSS1.1 : Information/ HSS1.1- information provided through all Customer satisfaction ohn A
Stakeholders . %Passpon & Notary INFO.4 mediums (verbal, walk-in, Housenet, (Knowledge) B
Housesmart, etc.)
Customers & HSS3.1 S “1 Hss3: information/ HSS3.1- | Improve marketing of how to access Customer satisfaction DJ
Stakeholders . ﬁ Passport & Notary INFO.1 our services (Tangibles)
Customers & § i HSS3: Information/ HSS3.1- | Improve marketing of how to access I
Stakeholders HSSQ HSS Passport & Notary INFO.1 our services Customer satisfaction (Access) D)
Customers & HSS3.1 HSS HSS3: Information/ HSS3.1- Improve usability of Customer satisfaction DI
Stakeholders . Passport & Notary INFO.2 Housenet/Housesmart {Tangibles)




U.8. House of Rep ives - Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

office (AV/Photo/Graphics) services

Customers & HSS3: Information/ Improve flexibility in providing access . .
Stakeholders HSS3.1 HSS Passport & Notary to our services Customer satisfaction (Access) .
Customers &. HSS3: Information/ Improve availability of staff to respond| . . i ¢
Stakeholders HSS3.2 HSS Passport & Notary to customers Customer satisfaction (Access) - Y
Customers & HSS3: Information/ . Customer Satisfaction
Stakeholders HSS3.2 HSS Passport & Notary Improve staff knowledge/training (Knowledge)
Customers & HSS3: Information/ T . Tadon/train Staff Satisfaction
Staketiolders HSS3.2 HSS Passport & Notary prove staff hd © | (Training/Career development) X
Customers & HSS3: Information/ Improve ability of customer to assist Customer Satisfaction "} .
Stakeholders HSS3.2 HSS$ Passport & Notary themselves (Tangibles) ¥, 8 X
Customers & HSS3.2 HSS HSS3: Information/ Improve ability of customer to assist | Staff Satisfaction ( ner v
Stakehoiders - Passport & Notary themselves Orie n
Customers & HSS3: Information/ Impi ducati keting to) of t
Stakeholders HSS4.2 HSS Passport & Notary customers Y
Customers & HSS3: Information/ Improve education (marketing to0) of
Stakeholders HSS4.2 HSS Passport & Notary customers %y, “Ptientation) X
Custorgers & HSS4.2 HSs | HSSY Information Imp Mative relationships [ SeCust isfact ¥
Stakeholders - Passport & Notary with customers N %@4 {Courtesy)
Customers & HSS4.2 HSS HSS3: Information/ Improve consultative rela % b+ Customer satisfaction Y
Stakeholders - Passport & Notary with customers (Knowledge)
Customers & HSS3: Information/ P ive relationship: C isfacti i
Stakeholders HSS42 HSS Passport & Notary with cuixor%{‘rs% (Reliability) x
Customers & HSS3: Information/ Expand Housenet/Hypuséiffart content . . .
Stakeholders HSS4.4 HSS Passport & Notary to provide moj al information Customer satisfaction (Choice) - Y
Customers & HSS3: Information/ Expand H ousemart content . .
Stakeholders HSS44 HSS Passport & Notary to provide moré general information Customer satisfaction (Access) - Y
Customers & HSS11 HSS HSS4: %ﬁ( dl}r::t‘?::;n::’:_sm: alb‘(’::)n Customer Satisfaction .y

de: . AV/Photo/Graphic: s i : :
Stakeholders ¥o/Graphics difiect) initial and subsequent contacts. (Tangibles)

Maintain professional aspect in both . . :
Customers & HSS4: . b 3 Customer Satisfaction
HSS1.1 HSS . physical (direct) and non-physical (non; Y
/Graphi .
Stakeholders AV/Photo/Graplics direct) initial and subsequent contacts. (Knowledge)
#® Improve clarity and consistency in how] -
Customers & HSS4: . .
Stakeholders HSS3.1 HSS AVWW customers reach us, across all means of| Customer satisfaction (Access)
access
Improve clarity and consistency in ho . .
Customers & HSS4? Customer satisfaction
HSS3.1 HSS A customers reach us, across all means of} ;

)! A 3

Stakeholders %/Gmhxcs acoess (Tangibles)
L Enh: eral knowl H :
Cunomers & o | e W e, s gemerl novtedgs o Hovss
Stakeholders - V/Photo/Graphics y =
office (AV/Photo/Graphics) services
al kn

Customers & QS HSS4: E‘s‘i:ic:;:: ‘dep;:\:ledge‘ of Hm;se ,
Stakeholders AV/Photo/Graphics dge of

Q)




U.S. House of Rep ives - Chief Admini ive Office

Balanced Scorecard
Obj+Meas MASTER

. Enhance general knowledge of House . .
3 | Cuomens 3 HSS3.2 HSS | o pisd s FS3 2 1 services & in-depth knowledge of (SC"“ Sa“s.f“u?“'; v
P : office (AV/Photo/Graphics) services ommunication,
Improve customer means of access and|
Customers & HSS4: HSS4.3- | knowledge of how to request services N
} Stakeholders 4 HSS4.3 HSS AV/Photo/Graphics AV.1 | during non-business hours G.e. e-mail, | Customer sutisfaction (Access) X
phone, & fax) .
Improve customer means of access and i
3 Customers & 4 HSS43 HSS HSS4: HSS4.3- | knowledge of how to request services Customer satisfacti x %ﬂ Pat ¥
Stakeholders ) AV/Photo/Graphics AVl during non-business hours (i.e. e-mail, (Tangibles) & a :
phone, & fax)
. HSS4: HSS88.2- p knowledge transfer b . o :
3 Business Processes 8 HSS8.2 HSS AV/Photo/Graphics AV staff and custormer Customer Snwguaht) ) Pat - Y ‘
! HSS4: HSS8.2- prove knowledge transfer b C Satisfacti e
3 | Bustness Processes & HS38.2 HSS | aviptoto/Graptics AV staff and customer o Reliabilty) Pat 1
. HSS4: HSS8.2- prove knowledge transfer t o X : :
3 Business Processes 8 HSS8.2 HSS AV/Photo/Graphics AV staff and customer «}C Satisfaction (Choice) Pat X
. HSS4: HSS8.2- | Improve knowledge transfer betwq ‘%r
3 Business Processes 8 HSS8.2 HSS AV/Photo/Graphics AV1 staff and custome; ' e Re-work Pat 4 Y
Continuously improve kno ge of . .
HSS4: HSS13.1- AN . 9 Customer Satisfaction
3 People & Tools 13 HSS13.1 HSS AV/Photo/Graphics AV1 current technological innovations’and (Knowledge) Pat Y
trends ,{‘”%
Continuously imprdye RssWwledge of
HSS4: HSS13.1- A 1 Y N e .
3 People & Tools 13 HSS13.1 HSS AV/Photo/Graphics AV1 current \n and JC (Choice) Pat
s ?ds :
Conti 1 Tove k ledge of . .
HSS4: HSS13.1- AN e Staff Satisfaction
3 People & Tools 13 HSS13.1 HSS AV/Photo/Graphics AV currept j— and (Training/Development) Pat
HSS4: &&% uously improve knowledge of
3 People & Tools 13 HSS13.1 HSS AV/Photo/Graphics cuffent and | Staff (I )} Pat Y
‘&O" trends
HSS5: Fumiture/
Customers & L .
3 Stakeholders 1 HSS1.1 HSS anlsln:gsl l?.q\upmc ! systems Knowledge Carol
upplies
3
HSSS: Fumniture/ 4, . . .
Customers & e HSS1.1- I fi C Satisf
’ Stakeholders ! HSSLI HSS F‘ms‘";'gs’ FFS.1 systems Reliability Carol -
3 Customers & 1 HSS1.1 HSS Fu HESs: Fi B HSS1.1- p| infc i Staff Satisfaction-Use of Carol v
Stakeholders . ms“ lies P FFS.1 systems Resources
A,
HSSS5: Fumniture/ . . .
Customers & k o N HSS1.1- Imp: ¢ Cycle Time for Order
3 Stakeholders ! HSS1.1 F"““"";‘g" Equipmen FFS.1 systems Fulfillment Carol XY
upplies
HSS5: Furniture/ . "
Customers & &2 - N HSS1.1- Imp! information .
3 Stakeholders 1 HS@ SS Fumshx;::/p a\npmc 0 FFS.1 systems Service Request Accuracy Carol -
’ HSSS: Fumiture/ '
: Fumni -
Customers & o . HSS1.1- . Customer Satisfaction -
3 Stakebolders 1 HSS1L.1 HSS Fumlshl:‘is)/p Eg:lpmcn FFS.2 P! p time to Timeliness Carol




U.S. House of Rep

- Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

HSS5: Fumiture/ i i
Customers & s N 1 . Staff Satisfaction-Use of
Stakeholders HSS1.1 HSS Fumishings/ Equipme FFS.2 ap p time to Resources Carol -
Supplies
HSS5: Furniture/ i
Customers & o . HSS1.1- . Response time to customer
hin
Stakebolders HSS1.1 HSS Furnis| " f;lp :‘eqsulpmen FFS.2 Improve response time to customer requests Cavol Y
HSSS5: Fumniture/ . "
Customers & . N Improve response time for delivery of . :
Stakeholders HSSL1 HSS  |Fomishings/ Favipme FFS.3 services. Cycle Time @5“" Y
upplies N
HSS5: Furniture/ . N
Customers & S N HSS1.1- | Improve response time for delivery of]| .
Stakeholders HSS1.1 HSS Furmshx;gs/ l?qmpnw FFS.3 services, Service Request Y
upplies .
HSSS5: Fumiture/ 7
Customers & 55 Furmim HSS1.1- . Customer g'sfacﬁon -
Stakeholders HSS1.1 HSS Fmsm;f;, ﬁzsmpme f FFS.4 Improve Employee retention. Knowledge Carol -
eSS 4
HSSS5: Fumiture/ ® %z o
Customers & o N HSS1.1- . tomer Satisfaction-
Stakeholders HSS1.1 HSS Fumnsh:;lgs/ lf.qulpmcn FESA Improve Employee retention. % Reliability Carol -
upplics m
HSSS: Furniture/ . .
Customers & P . HSS1.1- %’ Staff Satisfaction- Use of
Stakeholders HSS1.1 HSS Fhrmsln;ngs/ ’.qullpmel FFS.4 Improve Employee retention: Resources Carol Y
upplies 3 &
S
HSSS: Fumniture/ 4 . . .
Customers & o 3 HSS1.1- \\ . JStaff Satisfaction- Environment |
Stakeholders HSS1.1 HSS Furmsm;f:; Egsmpmc FFS.4 Improv jﬁq&yee retention. Quality of Work Life Carol oY
HSSS: Furniture/ . .
Customers & . N HSS1.1- g % . Staff Satisfaction- Rewards &
Stakeholders HSS1.1 HSS Fumlsm;gs/ E?qmpmc FFS.4 % e Employee retention. recognition Carol -
upplies %
Customers & HSS5: Fueniture/ w
Stakehold HSS1.1 HSS Fumishings/ Equipme Improve Employee retention. Cycle Time Carol Y
ers .
Supplies
Customers & HSSS5: Furniture/
Stakeholders HSS1.1 HSS Fumishi;f;/p E:ls“ip#m Improve Employee retention. Service Request Accuracy Carol Y
Customers & . .
Stakeholders HSS1.1 HSS Improve Employee retention. Staff Retention rate Carol -
Customers & ~ Improve preparation for delivery of . . .
Stakeholders HSS1.1 HSS "N e/ E new/changed services Customer Satisfaction - Choice]  Wendell Y
upplies
HS85: Furniture/ . .
Customers & e N Improve preparation for delivery of . .
Stakeholders HSS1.1 @S Furmsh:;::; ::npme FFS.5 new/changed services Customer Satisfaction - Access]  Wendell Y
HSSS: Fumitare/ . ) - o
Customers & o N Improve preparation for delivery of Customer Satisfaction - AT
Stakeholders shings/ Equipre FFS.5 new/changed services Knowledge Wendell : Y ;

Supplies




HSS5: Furniture/

U.S. House of Rep ives - Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

Custorers & L N HSS1.1- Improve preparation for delivery of . . L.
Stakeholders HSS1.1 HSS F\mnshl;l:;/p E‘qsmpm:n FFS.5 new’changed services Staff Satisfaction - Training Wendell
HSS5: Furniture/ . . . .
Customers & o . HSS1.1- Improve preparation for delivery of Staff Satisfaction - Use of
Stakeholders HSS1.1 Hs$ Fumshn;n‘ﬁ:.gsmpme FFS8.5 new/changed services Resources
HSSS: Fumiture/ . N " .
Customers & o y HSS1.1- Improve preparation for delivery of | Cycle Time for new/changed :
Stakeholders HSS1.1 HSS F“m“h';ﬁ Eg:’pmn ' FFS.5 new/changed services services Y
HSSS: Fumiture/ ; 4
Customers & o 3 HSS3.1- {Improve ease of access to products and P
R e e
upplies
HSS5: Furniture/ Ed
Customers & o Ny HSS3.1-  |Improve ease of access to products and
Stakeholders HSS3.1 HSS Fumlshl;gs/ Equipme FFS.1 services, Number oPRequests Wendell Y
upplies i -
HSS5: Furniture/ " o # %: ‘ ‘
Customers & HSS3.1 HSS | Fumishings/ Equipmen HS83.1- | Tmprove marketing of Products and mer Satisfaction - Access|  Carlos ¥
Stakeholders Supplies FFS.2 Services. Q’
HSSS5: Fumiture/ N et | %‘
Customers & HSS3.1 HSS Furnishings/ Equipme: HSS3.1 Improve etmg of Produ L d Customer Satisfaction - Choice Carlos Y
Stakeholders Supplies FFS.2 Serv‘:;mg@%
HSS5: Furniture/
(s:l:ktz;c‘;se& HSS3.1 HSS Furnishings/ Equipmes HSS3.1- Improve % Products and Number of Requests Carlos
1S X FFS.2 .
Supplics .
HSSS: Fumiture/
g‘:k':;‘l;: HSS3.2 HSS Furnishings/ Equipmes 1-;517583 .12- @ customer services skills. | Customer Satisfaction - Access Carlos Y
Supplies . ,\d
Customers & HSS32 e Hshsi:g:/“miu.'m gﬁﬁ@?ﬁ; y ©ces skill Customer Satisfaction - Carl e
Stakeholders 5 urnis Equipment \ mprove customer services skitls. Courtesy arlos
Supplies Af%
HSSS: Furniture/ 3 . "
Customers & S3.2- . . Customer Satisfaction -
Stakeholders HSS3.2 HSS FFS.1 Improve customer services skills. Knowledge Carlos -
Customers & HSS3.2- . . . . -
Stakeholders HSS3.2 HSS FFS.1 Improve customer services skills. Staff Satisfaction -Training Carlos -
Customers & HSS3.2 HSS '\ F@ngs/ Equipmes HS83.2- Improve customer services skills. Staff Satisfaction -Use of Carlos Y
Stakeholders L, Supplies FFS.1 Resources
] nsss: Fumiturer . -
Customers & o N HSS83.2- . i Required Training
Stakeholders HSS3 .2 @S Funnshx:f:/p :‘j:mmen FFS.1 Improve customer services skills. Accomplished Carlos Y
HSS5: Furniture/ . . .
Customers & o . HSS83.2- Customer Satisfaction -
Stakeholders Fmsm:f;lp z;npmc n FFS.2 Improve staff morale. Co Dave




Customers &

. Furniture/

HS!

U.S. House of

HSS3.2-

- Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

Stakeholders HSS3.2 HSS Fumishi:f:lp E;]:ipmcn FFS2 Improve staff morale. Customer Satisfaction - Recovery Dave - Y
HSS5: Furniture/ Staff Satisfaction-Work v
?;skmmﬂs & HSS3.2 HSS Fumishings/ Equipmes HS83.2- Improve staff morale, Environment, Quality of Work Dave - Y
cholders y FFS.2 : i
Supplies Life
HSS5: Furniture/ i i
Customers & P N HSS3.2- Staff Satisfaction- Rewards &
Stakeholders HSS$3.2 HSS ﬁlm}“;f;’pﬁ::mmen FFS.2 Improve staff morale. recognition -
HSSS5: Fumiture/ :
?ﬁﬁiﬁ HSS3.2 HSS Fumishings/ l?qnipmen HFS: S3 ‘22- Improve staff morale. Service Request @y -
Supplies
HSS5: Fumniture/ i i
Customers & o N HSS4.2- o Customer faction -
Stakeholders HSS4.2 HSS meshl;lf;; ::.:smpnw FFS.1 Improve availability of staff. Timeliness Dave -
HSS5: Furniture/ ® %Q S
Customers & S N HSS84.2- . tomer Satisfaction -
Stakeholders HSS4.2 HSS Furmslu;\gs/ Eqmpme FFS.1 Improve availability of staff, x Reliability Dave -
upplics m i
i 3
HSS$5: Furniture/ . .
Customers & o o HSS4.2- - § Staff Satisfaction -Use of
Stakeholders HSS4.2 HSS Fllmlsm;gs/ Equipmen FFS.1 Improve availability of staff Resources Dave - Y
upplics \
e
HSS$5: Furniture/
(s};sklomers & HSS4.2 HSS Fumishings/ Equipment HSS4.2- Improve.akailability of staff. Staff Satisfaction - Training Dave Y
eholders Supplics FFS.1
HSSS: Furniture/ ‘
(S);skmmcts & HSS4.2 HSS Furnishings/ Equipment HSS4.2- &liﬁéve availability of staff. Cycle Time Dave Y
eholders N FFS.1 :
Supplics ,\‘
HSS5: Furnitare/ Pl '
Custc & o ) . .
szk:m:ism HSS4.2 HSS Fumishings/ Equipme np of X
Supplies
HSS5: Furniture/ . .
Customers & o N . . Customer Satisfaction -
Stakeholders HSS4.2 HSS anlshl;f;/p E:s\upgw FFS.2 Improve exchange of information Timeliness Dave Y
Customers & HSS4.2- . . Customer Satisfaction-
Stakeholders HSS4.2 HSS FFES.2 Improve exchange of information Reliability -
Staff Satisfaction - Work
(s:m{:eli& HSS4.2 HSS "K F gs/ Equipmen HSS84.2- Improve exchange of information | Environment, Quality of Work Dave Y
18 . FFS.2 ;
Supplics Life
HSS$5: Furniture/
Custor & : oy . i . . P .
¢ mel;sm HSS4.2 ws Furnishings/ Equipmen p of Staff - Training - Y
Supplies
HSSS: Fumiture/ N o
Customers & L . N 8 . Staff Satisfaction - Use of -
Stakeholders Furnishings/ Equipme: of Reso Dave - : Y ’

Supplies




U.S. House of Rep ives - Chief
Balanced Scorecard
Obj+Meas MASTER

HSSS5: Furniture/ HSS4.2-
Stakeholders HSS4.2 HSS Furnishings/ lj:quipme FFS.é ! : of infc Cycle Time Dave
Supplies
HSS5: Furniture/ .
Customers & L . Improve acknowledgement of service . .
Stakeholders HSS4.3 HSS Fllmlshl;lgs/ mpmel FFS.1 requests. Customer Satisfaction -Access J
upplies
HSS5: Furniture/ . : .
Customers & L . Improve acknowledgement of service Customer Satisfaction -
Stakebotders HSS43 HSS B e requests. Reliability
HSS5: Furniture/ . .
Customers & o N Improve acknowledgement of service Customer Satisfz
HSS4.3 HSS Furnishings/ Equipment
Stakeholders Supplies FFS.1 requests. Knowled;
HSS5: Furniture/ >
Customers & . . HSS84.3- | Improve acknowledgement of service Number offAutomated
Stakeholders HS84.3 HSS F“mlsm;gs, ]?.q\llpmen FFS.1 requests. &owledgemems John
upplics
e
HSS5: Furniture/ HSS8.1- ® %}
Business Processes HSS8.1 HSS Fumishings/ Equipmen FFS 'I Improve availability of products. Wmer Satisfaction ~Choice John
Supplies . m
HSSS5: Furniture/ . .
Business Processes HSS8.1 HSS Furnishings/ Equipmen HS88.1 Improve availability of ro;&{ Custom.er Sgusfacuon ° John
Suppli FFS.1 Timeliness
upplics \
HSS5: Fumniture/ \ . .
Business Processes HSS8.1 HSS Furnishings/ Equipmes HSS8.1 Improve a ity of products. Customer .Saqs.facuon : John
Suppli FFS.1 Reliability
upplies
HSS5: Fumiture/ HSS8 1-
Business Processes HSS8.1 HSS Furnishings/ Equipme! ) % availability of products. Cycle Time John
Supplies
2
HSSS: Furniture/ -
Business Processes HSS8.1 HSS Fumnishings/ Equipmes Imp availability of prod Product Availability John
Supplies
HSS5: Fumniture/ . N
Business Processes HSS8.1 HSS Furnishings/ Equipgne Improve accuracy of orders. Cuswm'er Sz'msfachon - Stachia
Suppli FFS2 Timeliness
upplies
N HSS8.1- Customer Satisfaction -
Business Processes HSS8.1 HSS FFS.2 Improve accuracy of orders. Reliability
Business Processes HSS8.1 HSS "{\ HSS8.1- Improve accuracy of orders. Staff Satisfaction -Use of
P Suppli FFS.2 Resources
upplics
HSS5: Furniture/
Business Processes Furnishings/ Equipmen Improve accuracy of orders. Cycle Time
Supplies
HSS5: Furniture/
Business Processes Furnishings/ Equipmen Improve accuracy of orders. Service Reguest Accuracy
Supplies




HSSS: Furniture/

U.S. House of Rep! ives - Chief A
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Balanced Scorecard
Obj+Meas MASTER

Business Processes HSS8.1 HSS Furnishings/ Equipment I-I:: 8‘31- Imp third party depend, Vendor Cycle times Stachia Y
Supplies S.
HSS5: Fumitare/ : - ’
. o . HSS8.1- . Lo Customer Satisfaction - .
Business Processes HSS8.1 HSS Furmsh:;ngs/ !T.qmpme FFS3 i third party dep Timeliness - L
upplies
HSS5: Furniture/ . . 5 ‘
. o N HSS8.1- . B P Customer Satisfaction- -
Business Processes HSS8.1 HSS Funllslu;lgs/ Equipme FFS.3 p third party dep Reliability . Y
upplies
HSS5: Fumiture/ — . el
Business Processes HSS8.1 HSS Furnishings/ Equipment FF 3 prove third party depend C Satisfz @mw Stachia : Y
Supplies S. :
HSS5: Fumniture/ HSS8.2- Staff sanj%in -Work
Business Processes HSS8.2 HSS Fumishings/ Equipme FF '1 Reduce staff stress. Environment, ity of Work Jerry Y
Supplies S. & Life
HSSS: Furniture/ @ %  satisfacti .
Business Processes HSS8.2 HSS Furnishings/ Equipmen HSS88.2- Reduce staff stress. x, satisfaction -Use of Jerry : - Y
Supplics FFS.1 A Resources
HSSS: Fumiture/ HSS8.2- ' X k
Business Processes HSS8.2 HSS Fumishings/ Equipme FFS 2 Improve staff material handling skills | Staff Satisfaction -Training Jerry Y
Supplies -
\ TR
HSS5: Fumiture/ HSS8.2- K 3
Business Processes HSS8.2 HSS Furnishings/ Equipmen ) Improve s ial handling skills Rework for damage Jerry Y
Supplies FFS.2
HSSS: Fumiture/ . . . Staff Satisfaction -Work
Business Processes HSS8.2 HSS Furnishings/ Equipment HSS8.2- - tenﬂl h‘f""""g Hdelivery Eavironment, Quality of Work Jerry Y
i FFS.3 ; limitations N
Supplies % Life
HSS5: Fumiture/ w
: Fumniture . X .
Business Processes HSS8.2 HSS Furnishings/ Equipmen: | Reduce mateya! hzfndllng Hdelivery Rework Jerry Y
Suppli limitations
upplies
HSSS5: Furniture/ . . : :
Business Processes HSS8.2 HSS  |Fumishings Equingenty Reduce material handling delivery Cycle Time Jery Y
Supplies limitations
Customers & : HSS1.1- prove H id dination of o ' '
Stakeholders HSS11 HSS HSS6: Sp SE.1 special events ¢ Gary : ¥
Customers & HSS1.1- | Imp He y) Tination of -
Stakeholders HSS1.1 HSS SE.1 special events Order Fulfiliment Quality Gary -
X > : p "
Customers & L % $ Spec HSS1.1- iprove special event N :
Stakeholders HSS1.1 HSS - Specil Events SE.2 provided to customers Customer Satisfaction Gary Y
?:kmmrs & HSS1.1 HSS HSS6: Speciat Events Reduce customer callbacks/changes | Number of Callbacks/Changes Gary Y |
cholders iy
w Improve coordination and
g‘;k'z:;;z HSS HSS6: Special Events ication t i Staff Satisfaction Gary -

and special events team




U.S. House of

- Chief A

Balanced Scorecard
Obj+Meas MASTER

Customers & HSS3.1- Improve coordination and
Stak HSS3.1 HSS HSS6: Special Events . ication b i Order Fulfillment Cycle Time Gary
cholders SE.1 i
. and special events team
Customers & Improve coordination and o V
Stakeholders HSS3.1 HSS HSS6: Special Events ication b i Order Fulfillment Quality
and special events team &
Improve coordination and
Customers & . SR .
Stakeholders HSS3.1 HSS HSS6: Special Events SE1 ]
. and special events team
Customers & s HSS3.2- Improve special events team
Stakeholders HSS3.2 HSS HSS6: Special Bvents SE1 performance Order Fulfillment Cycl Jerry
Customers & . . HSS3.2- Improve special events team ) .
Stakeholders HSS3.2 HSS HSS6: Special Events SE1 performance Order Fulfil! ten Quality Jerry
Customers & . . HSS3.2- Improve special events team W“ i
Stakeholders HSS3.2 HSS HSS6: Special Events SE1 perfo ce @ er Satisfaction Jerry
Customers & . . HSS83.2- Improve special events team % -
Stakeholders HSS3.2 HSS HSS6: Special Events SE1 performance Staff Satisfaction Jerry
Customers & . . HSS3.2- Improve special events .
Stakeholders HSS3.2 HSS HSS6: Special Events SE1 performance : Setups Completed On Time Jerry
Customers & HSS3.2- Improve special evl M member
Stk HSS$3.2 HSS HSS6: Special Events . motivation ility to take PACE Jerry
cholders SE2 .
ownershij tomer's needs
_ | Improwgspecial events team member
‘s::skl::;;z HSS3.2 HSS HSS6: Special Events HSS3.2 x@ﬁon and-ability to take Staff Satisfaction Jerty
%ership of customer's needs
x;:m:; HS84.2 HSS HSS6: Special Events Improve cross-utilization of staff Staff Satisfaction Jemy
Customers & HSS4.2 HSS | Hsss: Special B B ilization of staff fe ti 3
Stakebolders 3 : Special Events mprove cross-utilization of s Cycle time erry
?;::;:ez HSS4.2 HSS HSS6: Special Evé Improve cross-utilization of staff Fulfilled requests for help Jerry
Customers & . Minimize handoffs between special NP
Stakebolders HSS84.2 HSS HS56: SF@E : SE2 event team members Customer Satisfaction Jeny
Customers & o HSS84.2- Minimize handoffs between special -
Stakeholders Hs84.2 HSS H%"“ Events SE2 event feam members Staff Satisfaction Jerry
Customers & 4 ) HSS4.2- | Minimize handoffs between special
Stakeholders HSS4.2 Hss \&i} Special Events SE2 event team memmbers Number of Handoffs Jerty
Customers & \‘y X : Improve communication process N .
Stakeholders HsS42 {agss s HSS: Special Events SE3 between special event team members Staff Satisfaction Wendell
T oy
Business Processes HSSE 1 HSS HSS6: Special Events availability of el Staff Satisfaction Wendell
> / L .
Business HSS8.1 HSS HSS6: Special Events availability of el Cycle Time Wendell




U.S. House of Rep ives - Chief A
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Balanced Scorecard
Obj+Meas MASTER

Business Processes 8 HSS8.1 HSS HSS6: Special Events Improve coordination of event setups Customer Satisfaction Wendell
. ., HSS8.1- . N .
Business Processes 8 HSS8.1 HSS HSS6: Special Events SE2 Improve coordination of event setups Staff Satisfaction Wendell
) »
Business Processes 8 HSS8.1 HSS HSS6: Special Events H:ISESZ.I- Improve coordination of event setups Cycle Time W@%‘
Busiiess Processes 8 HsS8.1 HSS | HSS6: Special Events HSS8.1- | Improve storage of special events Cycle Time @ndeu
SE.3 equipment
. . HSS8.1- . saction™l. 4
Business Processes 8 HSS8.1 HSS HSS6: Speciat Events SE4 Improve staff event setup skills Staff Satisfaction’ Tom X
) . HSS8.1- . . o RS ‘
Business Processes 8 HSS8.1 HSS HSS6: Special Events Improve staff event setup skills Required Cotugleted Tom Y
SE.4 il & Vo 1
. . HSS8.1- Improve information on standard -
Bi :
usiness Processes 8 HSS8.1 HSS HSS6: Special Events SES setups ’Cycl ime Tom
Business Processes 8 HSS8.2 HSS HSS6: Special Events H:iSf— Improve sharing of quality data %Quamy Tom -
3 2 .
. . HSS8.2- X . . ,
Business Processes 8 HSS8.2 HSS HS$6: Special Events SE.1 Improve sharing of quality data Customer Satisfaction Tom Y.
. . HSS8.2- . - -
Business Processes 8 HSS8.2 HSS HSS6: Special Events SE.1 Improve sharing of quality Staff Satisfaction Tom Y
X 5 HSS13.1- Improve recognition special . .
People & Tools 13 HSS13.1 HSS HSS6: Special Events SE1 event Staff Satisfaction Tom Y
Customers & HSS7: Leadership & HSS1.1- § Drive the "great er experience” Customer Satisfaction .
Stakeholders ! HSSL.1 HSS Mgmt LM.1 ¢ HSS (Courtesy) Bill Y
Customers & BSS7: Leadership & HSS1.1- | Drive the *gte: experience” P .
Stakeholders 1 HSS1.1 HSS Mgnt LM.1 #eulture within HSS C (Access) Bill Y
Customers & HSS7: Leadership & [%Wgreat customer experience” Customer Satisfaction .
Stakeholders ! HSSL1 HSS Memt i, & culture within HSS (Reliability) Bil X
Customers & HSS7: Leadership & e the "great customer experience” . . N .
Stakeholders 1 HSSL1 HSS Mgmt culture within HSS Customer Satisfaction (Quality)| Bill Y
Customers & HSS7: Leadership & Drive the "great customer experience” Customer Satisfaction .
Stakeholders 1 HSS1.1 HSS Memt culture within HSS (Knowledge) Bill Y
Customers & HSS7: Leadership & Drive the "great customer experience" Customer Satisfaction .
Stakeholders 1 HSS1.1 HSS Mgmi ® : culture within HSS (Tangibles) Bill Y
Customers & HSS1.1- | Drive the "great customer expetience" Customer Satisfaction . :
Stakeholders ! HSS1.1 HSS LM.1 culture within HSS (Timeliness) Bill i Y :
Customers & HSS1.1- | Drive the "great customer experience" N . y i
Stakeholders 1 HSS1.1 HSS LM.1 culture within HSS Customer Satisfaction (Choice) Bill Y
Customers & HSS1.1- | Drive the "great customer experience" Staff Satisfaction (Use of . :
Stakeholders 1 HSS1.1 HSS LM culture within HSS Resources) Bill Y
Customers & . _ LREISST: Leadership & HSS1.1- | Drive the “great p | Staff Satisfaction (C Bill I v
Stakeholders : Hﬁ? Mgmt ILM.1 culture within HSS Orientationt) i g
Customers & HSS7: Leadership & HSS1.1- | Drive the “great p Staff Satisfaction (Leadership &] . S
Stakebolders ! HSSL1 | BgS Memt M1 culture within HSS Quality) Bill : g X
Customers & . s WHSS HSS7: Leadership & HSS1.1- | Drive the "great p » | Staff Satisfaction (Training and Bill v
Stakeholders Mgmt IM.1 culture within HSS Career Development)
bl <% of service area customer
Customers & HSS7: Leadership & HSS1.1- { Drive the “great customer experience” S L . .
Stakeholders 1 HSS1.1 HSS Memt LM1 culture within HSS service trammg req‘ulremem Bill Y




U.S. House of Rep ives - Chief Administrative Office

Balanced Scorecard
Obj+Meas MASTER

Customers & HSS7: Leadership & Drive the “great customer experience
Stakeholders Mgnu LM.1 culture within HSS
Ensure the HSS employee has a great
Customers & HSS7: Leadership & HSSI1.1- first impression” of the HSS . 4@,,.
3 Stakeholders 1 HSS1.1 HSS Mt M2 organization and consistently great Increase employee retention Wendell
experiences thereafter &
Ensure the HSS employee has a great ; e
Customers & HSS7: Leadership & HSS1.1- first impression" of the HSS e X
3 Stakeholders 1 HSS1.1 HSS Mgmt M2 organization and consistently great Staff Satisfaction survey @1 el
experiences thereafter A b
Ensure the HSS employee has a great @ 3
Customers & HSS7: Leadership & HSS1.1- first impression” of the HSS .
3| Gsoment 1 HSS1.1 HSS Mot M2 | organisation mnd sonsistently great | HSS ST Sau;@, Wendell
experiences thereafter |
Ensure the HSS employee has a great 7
Customers & HSS7: Leadership & HSS1.1- first impression” of the HSS Interpal HSS§taff survey
3 Stakeholders ! HSSLI HSS Mgmt LM2 | organization and consistently great eted to services Wendell
experiences thereafter
)i HSS empl d di S’
Customers & HSS7: Leadership & HSS3.1- * = % L
3 | Ssomens 3 HSS3.1 HSS Vo vy | ofnowtoaccess HSs and Hiss 19@ HSS Staff Satisfaction Kathy
services
Customers & HSS7: Leadership & HSS$3.1- { Improve HSS IO staff ability sist e .
3 Stakeholders 3 HSS3.2 HSS Memt LM2 HSS employees HSS Staff Satisfaction Marie
OFP1/7: Finance,
Procurement, Legislative 3
Customers & [and Regulatory Advice & OFP3.2- |Increase cusiol iarity with OFP}  Rating on annual and POS
3 Stakeholders 3 OFP3.2 OFP Assistance / Budget AB.1 '1ces surveys TBD
Formulation and
Execution g 2 ;
N Increase percentage of OFP staff .
Customers & land Regulatory Advice & . . Percent of staff working from
3 Stakeholders 4 OFP4.2 OFP Assistance / Budget capable of working, and equipped to home at least one day per week TBD
Formulation and work, from home
Customers & Increase staff familiarity with OFP
3 Stakeholders 4 OFP43 OFP services
.
OFP1/7: Finance,
S Procurement, Legislative Evaluate bud
N get and procurement
Resource and Regulatoty Advice OFP5.1- T oo
3 Stewardship 5 QOFP5. 1 @P Assistance / Budget AB.L processes to identify areas for Inventory compiled? (Y/N) TBD
Fortmulation and improvement
Execution




Resource
Stewardship

QFP5.1

OFP

OFP1/7: Finance,
Procurement, Legislatit
jand Regulatory Advice
Assistance / Budget
Formulation and
Execution

U.8. House of Rep

- Chief A

Office

Balanced Scorecard
Obj+Meas MASTER

Evaluate budget and procurement
processes to identify areas for
improvement

steps eliminated

Number of approvals or process|

Resource
Stewardship

OFP5.2

OFP

OFP1/7: Finance,

and Regulatory Advice
Assistance / Budget
Formulation and
Execution

Procurement, Legislativg

OFP5.2-
AB.1

Increase customers' ability to self-serve|

Number of hits to Doc
Direct %

Resource
Stewardship

OFP5.2

OFP

OFP1/7: Finance,
Procurement, Legislativ
land Regulatory Advice
Assistance / Budget

Formulation and
Execution

Increase customers' ability to self-servel
®

v

Numf f requests for ad-hoc

J¢ from FinMart

Business Processes

OFP6.1

OFP

OFP1/7: Finance,

and Regulatory Advice
Assistance / Budget
Formulation and
Execution

Procurement, Legislativg

to alkof OFP

Number of OFP units using
CFTS

People & Tools

OFP16.1

OFP

OFP1/7: Finance,

land Regulatory Advice
Assistance / Budget
Formulation and
Execution

Procurement, Legislative

o

rove understanding of customer
through FSR and face-~to-face

meetings

Number of face-to-face
meetings

People & Tools

16

OFP16.1

OFP

OFP1/7: Finance,
Procurement, Legigativ
and Regulatory Advi

OFP16.1-
AB1

Improve understanding of customer
needs through FSR and face-to-face
meetings

Survey responses regarding
whether OFP understands needs

Customers &
Stakeholders

OFP3.2

QFP3.2-
REP.1

Improve access to OFP reports

Number of hits




U.S. House of Repi ives - Chief Administrative Office

Balanced Scorecard
Obj+Meas MASTER

OFP2: Reporting . OFP portion of Annual
3 g‘:;:mi: 3 OFP3.2 OFP (Finance and ogslz Improve access to OFP reports Customer Satisfaction Survey TBD
Procurement) . {(access dimension)
OFP2: Reporting _ OFP portion of Point of S WQ‘
3 ?‘fl::;:cl:e: 3 OFP3.2 OFP (Finance and ORFé,; 12 Improve access to OFP reports Survey (ease of ¥ TBD
Procurement) ! questions) ' & §
OFP2: Reporting . e e "
3 | Business Processes 7 OFP7.1 OFP (Finance and rant | paoimuouly work o mprove the
Procurement) N uracy P "%v
OFP2: Reporting R . )
3 | Business Processes 7 OFP7.1 OFP (Finance and O;EP;‘I ﬁcz*'?“““"“sg w Nurber of late reports TBD
Procurement) 1 meliness and acc
OFP2: Reporti @ Number of Service Level
iness P 4 Reporting OFP7.1- Cosinuously work to improve the [Agreements (SLAs) signed with|
3 Business e 7 OFP7.1 OFP ;F inance and REP.1 -4 tif¥liness and accuracy of the reports |  customers and intemal staff TBD
rocurement) Doy members
OFP2: Reportify Become more proactive in determining
3 People & Tools 16 OFP16.1 OFP (Finance REP.1 current and future customer N‘::l;: :fclou:l:\ custz::ier TBD
Proc : requirements 8 8 pe
{{‘ k@z: Reporting OFP16.1- more p: ive in d
3 People & Tools 16 OFP16.1 (Finance and 1 current and future customer POS Survey TBD
Procurement) . requirements
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Increase number of appropriate/useful

Number of policies and online

Customers & OFP3: Policy and OFP3.1- N L . N
Stakeholders 3 OFP3.1 OFP Training Services POL 1 web-enabled pOl.le and training training courses 14mplemmted TBD
services this period
. OFP3: Policy and OFP7.1- |Provide timely, accurate and clear OFP
Business Processcs 7 OFP7.1 OFP Training Services POL.1 policies and procedures FOS Survey K‘ i
ihess P OFP3: Policy and OFP7.1- |Provide timely, accurate and clear OFP
Business sses 7 OFP7.1 OFP Training Services POL.1 policies and procedures °
X
Train OFP staff on ho ness unit .
. OFP3: Policy and OFP7.1- @ Number of cross-functional
Busitiess Processes 7 OFP7.1 OFP Training Services POL2 operates andvthe magt Sfficient way of sessions TBD
responding T questions
¥
OFP3: Policy and staff on how business unit | Proportion of participants who
Business Processes 7 OFP7.1 OFP Trainine S es and the most efficient way of | need the sessions who actually TBD
raining Services " .
responding to user questions attended
OFP3: Policy OFP14.2- . . in number of days in
Peaple & Tools 14 OFP14.2 OFP Training § POL.1 Delegate when approp approval cycle
People & Tools 14 OFP142 [, OFP3: Policy and OFP14.2- Delegate authority when Reduction in number of TED

YA,

Training Services

POL.1

pproval layers
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Balanced Scorecard
Obj+Meas MASTER

Be proactive in identifying policies and Percentage of customers
OFP3: Policy and OFP16.1- procedures and training based on contacted quarterly to
3 People & Tools 16 OFP16.1 OFP Training Services POL.1 current and future customer determine current and fiture TBD
requirements policy and training needs
OFP4/5: Access to
Information Systems &
3 Customers & 3 OFP3.1 OFP Technical Services / OFP3.1- Increase (Encourage) use of on-line Percentage of forms th
Stakeholders . Support CAO Initiatives ACC1 forms by customers. web-enabled.
& Continuous Process N
Improvement § %
OFP4/5: Access to %
Information Systems & £ staff wh
3 Customers & 4 OFP4.2 OFP Technical Services / OFP4.2- Ensure ability of OFP staff to access® es; n:s from ::;:?: TBD
Stakeholders i Support CAO Initiatives| ACC.1 critical systems from home. I ?’ th
& Continuous Process ’Q east once per mon
Improvement A
OFP4/5: Access to XSQ
Information Systems & £ ired .
3 Customers & 4 OFP43 OFP Technica! Services / OFP4.3- | Ensure ability, taff to respond Pe:m :’)Fr;i:: m:en::“ TBD
Stakeholders . Support CAO Initiatives| ACC.1 to certain ex requests anytime. 24X7 po
& Continuous Process
Improvement @
L
OFP4/5: Access to
Information Systems & Av i
3 Customers & 4 OFP43 OFP Technical Services / Ensure ability of OFP staff to respond (ass‘::iie ‘:;}:‘:::e n‘::’Y TBD
Stakeholders - Support CAO Initiatives| to certain customer requests anytime. s Luti )po :
& Continuous Process resolution
Improvement
3
. . . licies &
3 sm“m' 5 OFP5.2 OFP Reduce duplication of effort in OFP ]Percent of combxneq policies
tewardship processes, procedures reviewed.
@ OFP4/5: Access o
Information Systems &
incss P Technical Sexvices / OFP7.1- | Improve participation in the “Money {Number of participants enrolled
3 Business sses 7 OFPT. OFP Support CAO Initiative: Matters" course. in the course TBD
& Continuous Process
Emprovement
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Balanced Scorecard
Obj+Meas MASTER

OFP6: Voucher . .
H P C |
3| Geomess 3 OFP3.1 OFP | Processing and Expense Include ink to BET form on contage of Comselors Wit | 1D %
Reimbursetent in email tag lines. e it emails. &
OFP6: Voucher : .
3 g;x;:;‘noel; : 3 OFP3.1 OFP Processing and Expese Include hr{k to Elfl'l' for;n on Housenet | Percentage o; gldors paid by TBD
Reimbursement in email tag lines.
OFP6: Voucher .
D
3 Customers & 3 OFP3.1 OFP B ing and Expense, mer usage of Usage of DocDir by customer
Stakeholders Reimbursement VPE.2 Direct system. offices. ’% P S
Resource OFP6: Voucher OFps.2. | Reduce amount of time and rework ’
3 Stewardship 5 OFP5.2 OFP Processing and Expense| VPEAI d with checks lied by | Number of cancel TBD
Reimbursement " Kansas City -
. Percent of check
OFP6: Voucher Reduce amount of time and rework [
3 Stomasnip 5 OFP5.2 OFP | Processing and Expenscf | OFF>2 d with checks cancelled by [ "°BOTS S¥1¢ 10 35S “"f‘"t" ol D
Reimburserent VPE.1 Kansas City us: f ay’of receip by
. counting.
. <
OFP6: Voucher . . 5 y N
3 sgl::s::::i s OFP5.2 OFP Processing and Expense O‘I;ll:é; Reduce amount of um: spent trackin, u;::, :me s;;entti ‘rnnanually TBED
P Reimbursement - payments. P g cycle time.
L
Resource OFPG: Voucher OFP5.2- Reduce the amount of time :%9‘ Reduce time spent reviewi
3 Stewardship 5 OFP5.2 OFP Processing and Expense VPE‘ reviewing and approving youchers for § P & g TBD
Reimbursement 3 payrgen{ payments.
OFP6: Voucher OFP6.1- Dg:g: ::;wr N ‘a“wf:ig;‘:l;“ Development of inventory of
3 Business Processes 6 OFP6.1 OFP Processing and Expense b © OFP services and determination| TBD
3 VPE.1 OFP serv be offered as N
Reimbursement M " of which are one-stop.
one-stop”.
Mg sttty tomaver | Fesporse ol e s
3 Business Processes 8 OFP8.1 OFP i r inquiries or know where to and on individual point o:'y TBD
Reimbursement . ‘% transfer the customer. . P
Service surveys.
Results from employee survey.
OFP6: Voucher - . Index of increased approval
3 | People & Tooks 14 OFP142 | OFP | Processing and Expense Reviitthresholds and delegacions of | hresholds, decteased actions | TBD
Reimbursement a - that have to go up to CAO or
CHA levels.
Percentage of performanced-
Resource OFP5.1- . based contracts awarded of all
3 Stewandship 5 OFP5.1 OFP cp1 Maximize value for dollars spent eligible performanced based TBD
requirements
Resource OFP5.1- Number of Annual Procurement]
3 Stewardship 5 OFP5.1 OFP "{\ cP 1 Maximize value for dollars spent Plan actions not submitted as TBD
) ) scheduled
Resource /’gtzf f: ﬁsﬂ’ OFP5.1- . Number of additional actions
3 Stewardship 5 OFP5.1 OF) Purchasing Services CP1 Maximize value for dollars spent ot on plan TBD
Coordinate with customers and
. keholders in sharing
. OFPS8: Contracting and OFP7.1- ! . Percentage of monthly
3 Business Processes 7 i OFP Purchasing Services CP1 ) utmely, Feal:lﬂw&:s, conq)rerm?sfve communications disseminated TBD
making
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Coordinate with customers and

Percentage of meeting

. . keholders in sharing with agenda
Business Processes 7 OFP7.1 OFP O:ihxﬂcx‘f;:d OEII’JI.I timely, seamless, comprehensive and minutes disseminated
"8 . inf ion that supports decisi lowing ings initiated by
making OFP
' X _ Percentage of procurement
Business Processes 8 OFP8.1 OFP Oml‘znn?sc::iz:d Olg;sil Reduce processing time actions meeting standard cycle
. time
. OFPS8: Contracting and OFP3.1- . Percent reduction in negative
Business Processes 8 OFP8.1 OFP Putchasing Services CP2 P Contract PMR findings A,
. OFPS: Contracting and OFP8.1- L Percentage of VPE}
Business Processes 8 OFP8.1 OFP Purchasing Services CP2 Improve Contract Administration accomplish ‘% TBD
. &A'ed
Business Processes 8 OFP8.1 OFp | OFFs: Conracting and 0?;8; prove Contract Admini (quality ass ewedyon| TBD
e - a quarterly basi§ (new initiative)
iness P OFPS8: Contracting and OFP8.1- | Reduce contract and purchasing steps | Ni l&f/‘mps simplified or
Business 5508 8 OFPs.1 OFP Purchasing Services CP.3 required of the customer @ eliminated TBD
Resource OFP9: Leadership and OFP5.2- | Ensure effective and efficient use of % .
Stewardship 5 OFP5.2 OFP Administrative Service: ADM.1 financial resources - Hage of budget variance TBD
Business Processes 3 OFPs.1 OFP OFP9: Leadership and OFP8.1- [Improve compllaljlc.e with ﬁn%xnd # of Internal Control Reviews TBD
ADM.1 p policies aqd%
Business Processes 8 OFP8.1 OFP OFPS1- > RN W N and| P of ll?temal Control TBD
ADM.1 p idjesand p compliance
OFP9: Leadership and _ L. Percentage of employees
People & Tools 13 OFP Administrative Service: 13-ADM.1 mprove employee training roceiving approved training TBD
OFP9: Leadership and ge that the CAQ is staffed at the | Percentage of FTE positions
People & Tools 13 OFP Administrative Service: highest possible level filled 8D




